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Current situation: It has been revealed that decision-making has become inevitable and 
managers of any kind of organisation are faced with a multiplicity of decisions every single 
day. Studies indicate that there is an absence of decision-making practices, techniques and 
methods within the transport and logistics business. This study investigates the importance of 
managers’ use of decision-making practices, and to what extent the decision-making technique 
and practices are appropriate to optimise effective fleet management of Govan Mbeki Local 
Municipality (GMLM). The research aim is to make essential guidelines available to 
management for the effective decision-making practices needed in GMLM. 
Literature: The changing business environment implies that not only does the manager rely 
on the decision-making practices, but the effectiveness of the decision is also critical to any 
organisation, which includes the transport work environment. Improving decision-making 
skills using established decision-making practices will enable workforce in the “transport work 
environment” to rise above these adverse results and perfect the effectiveness of managerial 
decision-making practices. 
Research methodology: A qualitative approach was adopted for the study and a purposeful 
sampling technique was applied to select the participants. Ten participants were interviewed. 
An open-ended interview guide was used to gather the data.  
 
Key findings: The study has identified a notable difference between understanding and actual 
application of decision-making practices in GMLM. This was attributed to the lack of skills 
and training. Other factors are shortage of resources to aid decisions, lack of buy-in or belief 
from stakeholders, outside influences (external forces) and non-hierarchal processes that are 
making decision-making seem cumbersome. 
 
Research conclusion: Improving decision-making skills by using well-known decision-
making practices will encourage employees in the transport work environment to rise above 
these adverse results and perfect the effectiveness of managerial decision-making practices. A 
training programme should be compiled to enable managers to understand legislation and 
interpretations of policies, assist in streamlining processes and improve decision-making 
effectiveness. This training programme should consist of industry experts and people with vast 
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knowledge and experience so that managers can gain skills to enable them to become 
accustomed to the “changing business environment”.  
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Chapter 1: Introduction, background and rational of the study 
1.1. Introduction 
Transport is a unique sector that is decisive in terms of economic and social development and 
allowing economies to be competitive. This sector is at the heart of globalisation, as logistic 
and passenger services are key to trade and economic growth (World Bank Group, 2015). 
Furthermore, almost all global threats or challenges have a significant transport segment. “Be 
it mass migration, geopolitical conflicts, natural disasters, health threats or privacy. One of the 
foregone conclusions is that transport is more important than ever in business, the lives of 
citizens and the world economy” (ITF, 2019:6). 
Ineffective decision-making plagues the transport work environment in South Africa. The lack 
of decision-making practices in the transport environment negatively affects the performance 
of the industry. Although there are many factors contributing to the situation, Oosthuizen 
(2014:2) cites Kaufman, Carter and Buhrmann, who argue that there are not enough “skills and 
training” to improve decision-making techniques and practices in the transport industry. 
1.2. Background of the problem 
Fleet Management Services (FMS) is a section in the Technical Services Department of the 
Govan Mbeki Local Municipality (GMLM), which is a third tier of government. This section 
is responsible for managing the municipality’s entire fleet by ensuring that maximum 
availability of the fleet is realised and effective for use. To realise this, effective decision-
making practices must be optimal at all times. Although FMS knows the concept of effective 
management of decision-making practices, they have not applied these practices on a large 
scale. 
GMLM uses mainly human resources, as well as vehicles, equipment and machinery in the 
execution of their duties. The utilisation of vehicles forms a crucial part of daily operations. 
Nevertheless, the actual availability of the GMLM fleet is on the decline. The situation has 
deteriorated to such an extent that it is compromising operational preparedness and activities.  
With co-operation from client departments, Technical Services as a department takes 
responsibility for maintaining the council’s fleet and for ensuring the maintenance and 
availability of the fleet for operational use. It is apparent that the existing state of affairs does 
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not allow the end user to fulfil its obligation. One must consider the options of spending money 
on repairing/refurbishing the fleet, buying a newer, second-hand model or buying a completely 
new vehicle.  
In the local government environment, a section such as FMS plays a central role in terms of 
ensuring the rendering of service delivery. FMS enables relevant sections to provide basic 
needs such as solid waste removal, electricity service, sewerage and sanitation, and water 
services. FMS was to become an important/significant player in such an environment. FMS 
provides the necessary tools, such as vehicles, to make certain that sections within the 
municipality are able to provide basic services to enhance social and economic development 
FMS has an estimate of 403 fleet vehicles and equipment in total on its database. Co-operation 
between fleet maintenance and the operational users is the only way to ensure the proper 
management of a fleet of this scale such as the GMLM fleet. 
1.3. Rationale of the study 
Decision-making plays a crucial role in managers’ daily activities and within the environment 
and structures of the municipality. The Constitution of the Republic of South Africa (108 of 
1996) (RSA, 1996) Section 152 compels the municipality to offer sustainable services to its 
communities. Chapter 7 of the Municipal Systems Act (32 of 2000) (RSA, 2000) requires 
municipalities to transform themselves into functional institutions capable of delivering their 
mandates through human resources capacities. It further directs that decision-making within 
the administration should be maximised by involving staff in management decisions as far as 
possibly practical. Oosthuizen (2014) claims that decision-making effectiveness of the 
workforce in the transport work surroundings GMLM is not optimal. He further states that the 
success of the decisions relies on the skills to practise decision-making. The lack of decision-
making experience impacts negatively on the overall performance of the workforce. 
Oosthuizen (2014) indicates the importance of training employees in general in the use of wide-
ranging decision-making practises which are suitable. The appropriate training can be 
considered as a performance plan that will empower management at all levels, but most 
importantly the individuals to make sustainable decisions. The study, however, places 
emphasis on the effectiveness and managerial decision-making. 
Decision management has evolved over the years. This has since put decision-making at the 
forefront since, in a fast-changing “world of work”, organisations deal with a multiplicity of 
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decisions every day. According to Al-Tarawneh (2012), decision-making is the most critical 
and core managerial function. For that reason, the purpose of the study is to make essential 
guidelines available to management for effective decision-making practices needed in GMLM. 
These guidelines will assist middle and lower levels of management in improving decision-
making practices in the work environment. This will benefit employees in the transport work 
environment in improving decision-making effectiveness (Oosthuizen, 2014). Oosthuizen 
(2014) further cites Knemeyer and Naylor, who make a case that the use of decision-making 
practices can improve the status quo. This benefit is essential to managers in “such a complex 
and fast changing organisational environment that managers are faced with every day” 
(Nooraie 2012:405). 
1.4. Problem statement 
Decision-making effectiveness of managers in the transport work environment is not optimally 
favourable. It is a result of the belief that these managers have the skills to practise decision-
making and therefore select the appropriate decision-making practices (Knemeyer & Naylor, 
2011). Kaufman, Carter and Buhrman (2012) claim that the inability of making effective 
decisions in the fleet work environment is one of the number of factors that led to the negative 
end results. Similarly, municipalities are required to find cost-effective ways to render the 
service to their communities. However, the lack of decision-making skills has a negative effect 
in the functioning of human resources and organisations, in particular the transport 
management environment (Yuzhong & Guangming, 2012).  
Despite the above, the problem faced by the researcher is that there is a lack of effective 
managerial decision-making by GMLM in dealing with fleet management challenges. This 
will result in poor performance on the part of the municipality and its management. Currently, 
the municipality is faced with service delivery and institutional challenges. Service delivery 
challenges are associated with shortages of equipment, vehicles, machinery and plants to 
carry out both implementation and operations and maintenance across the infrastructure and 
service delivery cluster due to an aged fleet. Institutional challenges are associated with 
leadership inefficiencies that have resulted in non-adherence to legislation and prescripts; and 
lack of mechanisms to address prevention of irregular, unauthorised, fruitless and wasteful 
expenditure. This is the result of lack of skills and competencies to make effective decisions.  
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A lot of these encounters have been repetitive over a period of time and frequently reported 
extensively in the annual reports of the municipality. This also has a negative effect on the 
provision of sustainable basic services (Govan Mbeki Municipality, 2019). Mabena (2016) 
states that one of the reasons for inefficient basic service delivery to communities is because 
there is a lack of qualified people with the right skills to execute the daily activities of the 
municipalities. 
In spite of the above, several interventions through the introduction of the Municipal Finance 
Management Act (56 of 2003) and the appointment of fleet management companies to deal 
with fleet challenges have failed to yield any results concerning the effectiveness of managerial 
decision-making. “The effectiveness of managerial decision-making is directly influenced by 
the quality of decisions made by them” (Lussier, 2012; Oosthuizen 2014:2). Haynie and 
Shepherd (2009) claim that decision-making is an important responsibility of employees and 
could directly impact positively or negatively on their performance. 
Understanding the processes of decision-making is important. The decision-making process 
guides the decision-maker with a sequence of step for the purpose of optimising the outcomes 
of a particular decision (Lussier, 2012; Oosthuizen, 2014; Williams, 2010).  
Decision-making practices continue to exist. These practices have been widely credited and 
selected for their ability and know-how during a rational decision-making process, which 
could be applied in the fleet management setting. However, this practice calls for diverse 
employees to take part in it and could vary between “managerial to non-managerial level”, 
tactical or “operational focus” and should include general everyday operational practices 
(Oosthuizen, 2014:2).  
1.5. Main research question 
The research question derived from the problem statement was formulated as follows: 
Is managerial decision-making in fleet management effective? 
1.5.1. Research sub-questions 
Based on the main research question, five sub-questions were formulated as follows:  
1. How difficult does management find effective decision-making and why? 
5 
 
2. What are the decision-making practices followed by management in ensuring the 
effectiveness of decisions? 
3. What is the compliance with the current fleet management policies?  
4. What recommendations are suggested to ensure better compliance in the decision-
making practices? 
5. How can managers ensure or optimise the effectiveness of decision-making? 
1.6. Research objectives 
1. To describe and classify the factors that inhibit the effectiveness of managerial 
decision-making in GMLM; 
2. To explore the role of policy compliance in decision-making effectiveness in GMLM; 
3. To determine the decision-making practices followed by managers when making 
decisions; and  
4. To understand and determine the practices to be used in improving the application of 
decision-making practices as a tool in managerial effectiveness. 
1.7. Motivation for the study  
The current situation in decision-making in the fleet management environment on all sides of 
GMLM is not simple, but rather complicated. There is a great lack of skills development in 
decision-making and, in particular, in the identification and use of suitable decision-making 
practices within the fleet management environment (GMLM). The process of managerial 
decision-making effectiveness is somewhat cumbersome. There is a need for effective 
managerial decision-making practices in the fleet. 
There is therefore a need to provide management with essential guidelines for the effective 
decision-making practices needed. These guidelines will assist middle and lower levels of 
management to improve decision-making practices in the fleet management environment of 
GMLM. This will reduce ineffective decisions and improve performance of the municipality 
in terms of service delivery.  
The study also anticipates improving management with decision-making skills within the 
fleet environment by highlighting why decision-making is inventible in the current situation. 
Through this, the management would understand the importance of the decision-making 
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practices offered and eventually the decision-making success call for attention to ensure 
objective performance of the municipality.  
1.8. Anticipated research contribution  
The study intends to contribute to the current body of knowledge, especially in the theoretical 
and practical application of the following decision-making concepts: 
1. To understand the factors that inhibit decision-making effectiveness. 
2. To improve the decision-making practices for managers. 
3. To provide additional support and tools to encompass the recommendations suggested 
to ensure better compliance in decision-making practices. 
1.9. Literature review 
“The recent years have witnessed rapid changes in information technology, the new 
world economic order, the coming of the new regional power and many others. All 
these changes have presented on the one hand a very dynamic world of increased 
population, inflation, social consumption and, on the other hand, limited scarce 
resources. In such a complex and fast changing business environment, managers are 
faced with a multitude of decisions every day.” (Nooraie, 2012:405) 
Daft (2012) defines decision-making as the practice of singling out difficulties and options and 
then trying to resolve them. Decision-making is a procedure used to select, build up and 
streamline decisions in order to pick out alternatives from existing options (Business 
Dictionary, 2015). According to Ohairwe, Basheka and Zikusooka (2015:331), decision-
making is a “process of gathering of information; evaluating decisions made; reposition of 
objectives; supporting for alternatives; considering the alternatives and implementing the 
chosen alternative”. Jones and George (2014) further state that decision-making is the course 
of action by which managers act on probabilities and pressures. This is done by detailing the 
study of the problem in order to understand more about the options and making something 
official in resolving it. It also refers to decisions about specific organisational courses of action. 
Jones and George’s (2014) definition responds to two important areas that are significant for 
managers when making a decision. 
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First, making a decision in response to opportunities describes when managers are in search of 
better ways to improve the overall performance within the organisation. Second, decision-
making in reaction to threats describes that when there is internal and external pressure due to 
environmental changes that affect the organisation and/or the industry, the manager needs to 
respond to such instances and increase performance. Managers should always search for better 
ways to ensure that decision-making is optimal and avoid costly mistakes. As a result, 
managers make decisions in different ways.  
Robbins and Coulter (2012:183–185) discuss ways how managers make decisions.  
1.9.1. Rationality  
Managers, in most cases, are likely to make decisions that are rational in nature, with the 
intentions and expectations that their decisions will maximise the value of the organisation’s 
product and/or service.  
1.9.2. Bounded rationality 
Due to other factors and conditions such as lack of ability to process the information and 
because data become limited, the decision become rationally bounded. For this reason, 
managers sacrifice rather than maximise, as they agree to take solutions that are “good 
enough”, which means the solutions are based on reasons within limits. 
1.9.3. The role of intuition 
Managers base their decisions on the foundation of know-how, emotional state and 
accumulated reason. Factors such as culture, knowledge, feelings and emotions, training, data 
and skills influence these decisions. 
1.9.4. The role of evidence-based management 
Evidence-based management is grounded on four pillars, which include preferences, values, 
opinion and internal factors, which managers mostly use when taking decisions. In most cases, 
managers consider the organisational state of affairs, including its members, stakeholders and 
others, just to name a few. 
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Despite the above perceptions, managers daily face different types of challenges when making 
decisions. There are two types of decisions in all situations and the decision process is either 
programmed or non-programmed (Jones & George 2014; Robbins & Coulter 2012). 
1.9.5. Programmed decisions 
Programmed decisions are routine and straightforward. In most cases, the process is automatic. 
Since the problem is familiar, managers can define decision-making easily. Programmed 
decision-making is seen, for example, when the fleet section informs the finance department 
that the cost of repairing a vehicle has escalated to a point where it is more viable to replace 
the vehicle than do repairs. Such a situation is straightforward since it is routine. The manager 
applies the normal order of doing things. Programmed decisions are mostly used in daily 
decision-making situations (Jones & George, 2014). 
1.9.6. Non-programmed decisions 
Non-programmed decisions are distinctive and “nonrecurring”. Managers specifically 
implement solutions to problems and, as such, they call for a “non-routine” decision process. 
Case in point is the decision to install fleet management solutions to the entire fleet of the 
organisation. This type of decision requires a manager to rely on “intuition” and “reason 
judgement” (Jones & George, 2014:198). 
Making non-programmed decisions can result in ineffective or incompetent decision-making. 
Managers and organisations can go through the process of decision-making and only learn by 
making mistakes. In doing so, they gain sufficient experience and learning to perform 
successfully in the future (Daft, 2012). 
In current times, the problems that affect management are different, complicated and require 
innovative solutions and creative thinking. Jones and George (2014:202) maintain that 
“creativity is a decision maker’s ability to discover original and novel ideas that lead to feasible 
alternative courses of action”. Anderson, Potocnik and Zhou (2014) claim that creativity and 
innovation are most important for the successful performance of any organisation. However, 
the uncertainty, biases and style of the decision-maker occupy an influential role in the 
organisation in making decisions that are effectively rational (Kahneman, Rosenfield, Ghandi 
& Blaser, 2016). Most organisations lose ground because of failure to at all times take the right 
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decision effectively and consistently. The quality of managerial decision-making in the long 
run is influenced by innovative responses to opportunities and threats (Jones & George, 2014). 
Now and again, innovative response to opportunities could lead to failures. Organisations and 
managers’ decisions may at times result in mistakes. Daft (2012) states that managers and 
organisations should learn from such decisions. Decision learning is how an organisation and 
their managers learn from their mistakes as well as when mistakes are allowed, especially in 
these uncertain times where organisations need to change at speed (Kahneman et al., 2016). 
Organisations that learn from innovating responses to threats and opportunities are learning 
organisations. Jones and George (2014:212) maintain that learning organisations are the ones 
where managers do everything possible to maximise the ability of the “individual and groups” 
to think and behave in a creative way and thus maximise the possibility for organisational 
learning to take place. These are organisations where individuals again and again increase their 
resources to advance the results they really wish for, where they nurture new and wide-ranging 
models of thinking, where collective aspirations are set free, and where they together 
continuously learn to learn (Robbins, Odendaal & Roodt, 2006). 
1.10. Ethics  
Ethics refer to the “standard behaviour that guides the conduct of the researchers” (Saunders, 
Lewis & Thornhill, 2016:239). According to Creswell (2012), the standard behaviour of the 
researcher is to understand and familiarise themself with the ethical practice in research. The 
information collected from the participants should be accurate and straightforward, and 
information shared should not be used to harm their career in any way.  
In addition, before conducting any research, the researcher will request consent from the 
participants. Bayat and Fox (2007:148) explain that “ethics in research involve getting the 
informed consent of those who are to be questioned, and from whom material is taken”. Based 
on this, the participants of this study could agree to either voluntary participate or pull out at 
any time if they felt their privacy was being violated. Informed consent was requested in the 
form of a letter from the researcher regarding the purpose of the study (Appendix E). 
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1.11. Research design  
1.11.1. Philosophical paradigm 
Denzin and Lincoln (2000) affirm that a paradigm is an accomplishment arrived at from the 
systematic processes explored and includes the meaningful conclusion for each decision made 
in the research plan, as well as the choice of methodology and approaches. Therefore, paradigm 
tells us how sense is put together from the data gathered, based on our individual experiences. 
According to Kivunja and Kuyini (2017), paradigm defines a researcher’s “philosophical 
influence”. To carry out the research, the researcher’s philosophical point of reference is 
defined clearly between the inductive and deductive form of reasoning. From the deductive 
approach, theoretical meaning is designed for hypothesis testing and in the inductive approach, 
the end results are well known in advance (Saunders et al., 2016). The study deals with the 
theory that exists and the discipline of decision-making in its everyday application within the 
workplace as a guideline to improve the effectiveness of managerial decision-making practices.  
1.11.2. Research approach  
Babbie and Mouton (2012:645) explain that the “key feature of phenomenology study is its 
emphasis on the basic and dis-analogies between human subject and natural phenomena”. The 
purpose of the study is to understand the effectiveness of managerial decision-making practices 
and how these practices are applied when making decisions in the work environment. This 
research is set to evaluate why management are not implementing decision-making practices 
effectively in a fleet environment. The aim is therefore to understand the reasons why decision-
making techniques and/or fleet management policies are not implemented effectively. The 
intention is to provide guidelines that would assist and improve the effectiveness of managerial 
decision-making practices. 
The research was phenomenical in nature, with the intention to better understand the 
perceptions and views of the participants’ use of decision-making practices. A qualitative 
approach was used to seek understanding of the perceptions of participants in the use of 
decision-making practices in order to generate new knowledge, solve the problem and provide 
guidelines to improve the situation/phenomenon. The qualitative approach has all the necessary 
means to bring in mind all the mechanisms that would help in solving any problem (Berg & 
Howard, 2012). The qualitative research approach enables the researcher to continuously put 
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together theories and reconstruct theory when needed or if new information becomes known 
(Leedy & Ormrod, 2014). 
1.11.3. Population and sample frame 
According to Vosloo (2014:328), “[a] study population is the aggregation of elements from 
which the sample is actually selected”. For the present study, the researcher selected “topic-
specific experts” to become part of the study as participants. The participants were selected 
based on their role and direct involvement in the fleet management environment. The study 
population consisted of participants who are managers for different sections within GMLM 
departments that offer service delivery to the community.  
Sampling implies the combination of a “subset of persons or things from a larger population, 
also known as sampling frame” (Vosloo, 2014:328). Bayat and Fox (2007) add that the 
individuals are sampled in order to draw a representation of the selected population. The sample 
was made up of ten managers within the fleet, service delivery, assets and supply chain 
sections. The rationale for the sample selection is based on the fact that those selected are 
involved in the decision-making processes and, as a result, were viewed as suitable for data 
collection. 
1.11.4. Data collection techniques 
There are a variety of ways to collect data from the sample in order to draw meaningful 
conclusions from the study. Among the listed methods is the use of telephonic interviews and 
internet, mail and personal collection (Oosthuizen, 2014). To draw a meaningful conclusion in 
this study, in-depth interviews (tape recorder) were used to collect data. Qualitative data 
instruments such as in-depth interviews (tape recorder) are effective in qualitative research as 
the researcher can collect data in the participants’ natural settings. Data collected were analysed 
qualitatively.  
1.11.5. Data analysis  
Data analysis refers to the clarifying and refining of data to get answers to the research 
questions (Bayat & Fox, 2007). Data collected were analysed using the deductive approach. 
This procedure to analyse data consists of analysing and examining either spoken or written 
words. The summarised data were organised into groups to make sense out of it and were then 
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connected back to the research questions to present a structure to answer the research questions. 
The main reason for data analysis is to identify the relationships between variables to be able 
to test and relate them.  
1.12. Limitations of the study 
The focal point of the study is to represent the view of the fleet, service delivery, assets and 
supply chain sections of GMLM only. The limitation of the study is that it does not represent 
the entire transport industry; rather, the study focuses on and is relevant to only GMLM. The 
research findings will reflect only the middle managers of GMLM.  
1.13. Reliability and validity 
Reliability is the technique used to measure the stability of the responses and to check for 
possible mistakes on transcripts and document coding processes (Creswell, 2014). Saunders et 
al. (2016) affirm that the process is concerned with responses to questions during interviews to 
provide findings which are consistent and valid. Validity refers to measurements that represent 
what it is supposed to represent (Bayat & Fox, 2007). Qualitative validity refers to the 
researcher’s checking for legitimacy of results by applying different techniques to prove its 
authenticity (Creswell, 2014). It is important to ensure credibility, transferability, dependability 
and conformability when conducting data analysis. For this study, the researcher spent a lot of 
time on the files and data to ensure accurate data were achieved.  
1.14. Chapter outline 
The research study is divided into six chapters which are briefly explained next. 
Chapter 1: Introduction, background and rationale of the study  
The primary objective of this chapter is to unlock the purpose and determination of the study. 
This is the leading chapter that introduces the rationale of the research. It also forms the 
foundation of the study within which the main and secondary questions are presented. The 
concepts related to the subject matter of interest and research methodology applied are briefly 
discussed in this chapter.  
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Chapter 2: Literature review  
One of the most fundamental and critical building blocks in management is decision-making. 
Managerial decision-making has been identified as the most important activity for businesses. 
It is critical for businesses to ensure that they progress into the future, considering the current 
uncertain and turbulent business environment. This chapter will explore decision-making 
concepts, managerial decision-making practices and the effectiveness of those decisions. The 
fleet policy and compliance section will investigate whether decisions are in line with what is 
required by organisational policies.  
Chapter 3: Research design and methodology 
The selection and choice of research methodology and design are discussed in this chapter. 
This chapter also describes the data collection methods and advantages obtained from their 
application. Finally, it discusses the data analysis techniques used to realise the findings of the 
research. 
Chapter 4: Presentation and analysis of data 
The explanation of the population sample and presentation and analysis of the data using 
thematic content analysis are given in this chapter as well as the technique of data coding. 
Interview transcripts and generations of themes from the decision-making concepts adopted by 
the municipality are explored. Chapter 4 also includes the interpretation of the data. 
Chapter 5: Discussion of results 
Chapter 5 presents the discussion of the results of the interviews conducted. The results are 
discussed and analysed based on the research questions and literature review. 
Chapter 6: Recommendations, conclusions and key findings 
Chapter 6 is the concluding chapter that is based on the findings of the research. The findings 





Chapter 2: Literature Review  
2.1. Introduction 
In a complex and fast-changing “world of work”, decision-making has become inevitable and 
therefore managers of any kind of organisation are faced with multitudes of decisions every 
day. In Chapter 1, the study made reference to scholars such as Daft and Jones and George, 
who agree that in order for organisations to become accustomed to internal and external 
pressure due to environmental changes that affect the different industries and sectors, decision-
making is a critical component of any organisation. Managers are required to make effective 
decisions. In spite of the above, there is still a lack of decision-making practices and techniques, 
including methods, within the transport and logistics business (Bloem & Bean, 2015; Heyns & 
Luke, 2012). To add to this notion, the contributing factor is that the decision-makers lack skills 
and training to improve decision-making techniques and practices (Oosthuizen, 2014). 
The changing business environment requires that managers not rely on decision-making 
methods and practices only, but that the effectiveness of the decision is critical to any 
organisation, including the transport work environment. Improving decision-making skills 
using well-known decision-making practices will enable employees in the transport work 
environment to get rid of these damaging outcomes and adopt better decision-making practices 
for effectiveness (Oosthuizen, 2014). 
The objective of this study is making available to GMLM management essential guidelines for 
effective decision-making practices needed. These guidelines will assist middle- and extended-
level managers to improve decision-making practices in the fleet management environment. 
The decision-making theory applied in this study will concentrate on a combination of two 
branches of learning: managerial decision-making and effectiveness management. The 
intention of using this theory is to support the study findings and the development of improved 
managerial decision-making effectiveness for GMLM within the fleet section of the 
municipality. The first objective of this chapter is to provide the reader with a comprehensive 
overview of decision-making and how managers make decisions. The purpose of this overview 
is to offer the reader a definition on which the findings of Chapter 5 can be based. Secondly, 
the intention of this chapter is to supply the reader with available literature relating to 
managerial decision-making when making decisions within their environment. A further 
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objective is to highlight the important constructs of effectiveness in the managerial decision-
making range, which will be utilised as the starting point for the research in this study. 
2.2. Decision-making concepts 
In section 1.9, decision-making concepts were introduced “as a reasoning process of choosing 
among the alternative courses of action, for the purpose of solving the problem or for attaining 
better situations regarding the opportunities that exist” (Ohairwe et al, 2015:341). For 
Blaskova, Bizik and Jankal (2015:518), decision-making “is one of the basic cognitive 
processes of human behaviour by which a preferred option or a course of action is chosen from 
among a set of alternatives based on certain criteria”. Ohairwe et al. (2015:327) cite Sven and 
many other scholars “who observed that everything that human beings does involves decisions, 
and therefore, to theorise about decisions is the same as to theorise about human activities”. 
Hence, the study of Polič (2009:86) cites reasoning and intuition as two of the most recognised 
cognitive information processes of humans, where reasoning is “subconscious” and intuition 
is “conscious”, and are found in the systems approach (Murata, Nakamura & Karwowski, 
2015:45; Shirindza, 2015:5). The dual systems approach tells the difference between intuitions 
and reasoning (Figure 2.1). 
The challenge is to understand human behaviour. Analoui (2002) points out the critical role of 
managers as not being role players, but the creators of reality for themselves and others through 
their purposeful and meaningful behaviour. It is important to take a look at a number of key 
elements of decision-making. The study done by Paluch (cited in Shirindza, 2015) highlights 
that behavioural economics and systems thinking are two of the critical elements of decision-
making. Given the purpose of the study, systems thinking will be explained briefly next. 
2.2.1. Systems thinking 
Systems thinking is said to be a “logical and practical perspective, making people think 
differently about how things work in the world” (Mononen 2017:4). In explaining systems 
thinking, Werhane (cited in Shirindza, 2015:5) indicates that systems thinking “takes into 
account that our practices and thinking are interconnected and interrelated forming the 
network”. Systems thinking combines intuition and reasoning, called System 1 and System 2, 





     
         








Figure 2.1: Kahneman and Tversky’s dual view of cognition  
Source: Polič (2009) 
A characteristic of systems thinking (as depicted above) is that System 1 is involuntary, 
automatic, fast and effortless. It often involves emotions and limited effort. System 2, on the 
contrary, is with intent and demanding and mental activities are logical and effortful. It requires 
mental behaviour because its operations are controlled (Kahneman 2003; Milkman, Chugh & 
Bazerman, 2009; Murata et al., 2015; Stanovich & West 2000). 
Furthermore, Nesbitt and Sperling (2001) assert that public and private business operations that 
operate a fleet of vehicles require a good policy and the understanding of affected behaviours. 
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A systems approach supported by fleet information which is integrated and based on a value 
system will make it possible to make educated decisions. This, in turn, results in effective and 
quantified decisions made (Backeberg 2009). 
Effective management is somehow connected with decision-making processes (Soltwisch & 
Krahnke 2017). On the other hand, decision-making processes are important for managers 
because it enables them to understand and helps in establishing decisions that are sound and 
policies that are important to the organisation (Ejimabo, 2015). 
2.2.2. Decision-making process 
The success and failure of the organisation are influenced by the quality of the management 
that leads them (Pušeljić, Skledar & Pokupec, 2015). Misra and Srivastava (2012) found that 
the decision-making ability possessed by the managers is crucial for the organisation to be 
effective because skills and competencies are required to make effective decisions. 
Effective decisions are the end result of a systematic process, in which elements are noticeable 
and are handled in a series of separate stages (Drucker 2017; Harvey 2007; Intezari, Taskin & 
Pauleen, 2017). An effective decision-making process has six characteristics (Hammond, 
Keeney & Raiffa, 2015; Robbins & Coulter 2012): 1) it centres on what is necessary; 2) it is 
reasonable and stable; 3) it recognises both “subjective and objective” thoughts and brings 
together rational with intuitive reasoning; 4) it insists on only facts and assessment that are vital 
to resolve a unique challenge; 5) it promotes and guides by bringing together significant 
information and informed opinion; and 6) it is open, consistent, easy to use and flexible. 
Decision-making processes more often than not involve three to seven stages. The basic model 
of these processes is that the initial step is to find out the problem or decision. The most 
significant feature that disconnects problem-solving and decision-making is the element that 
limits human rationality (Osmani 2017). In the context of fleet management, the information 
generated and sent by the fleet system could assist the relevant decision-maker in comparing 
the ideal state with the daily results through daily deviations (Backeberg 2009).  
Responsibilities of making decisions can be more challenging than expected. There are 
numerous strategies that can be drawn on when choosing the best choice. The most commonly 
used strategies include, as discussed by Ahmed and Omotunde (2012), the following: 
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o Optimising: This strategy is focused on alternatives and deciding on the best among the 
singled out. The psychology of the decision-maker plays an important role as the 
effectiveness of this strategy depends on clear problem identification, availability of 
resources, time limit and the cost of other alternatives. If there are better alternatives 
than the ones previously available, it becomes difficult to consider all alternatives. 
o Satisficing: The word “satisficing” is derived from sufficient and to satisfy. This 
strategy is focused on achieving both conditions; once the two conditions have been 
met, the best option is selected. Quick decisions, such as what to eat for lunch, rely on 
this strategy. 
o Maximax: This strategy is applied where organisations encourage their employees to 
take risky decisions, with little focus on the failure of their decisions. It is called 
“maximising the maximum”. More than anything, this strategy focuses on maximising 
profits. The decision outcomes are favourable and employees who have high potential 
are the main focus and are encouraged. 
o Maximin: This strategy is founded on the principle that when the chance of decision 
failure is higher than its success, all the alternatives that have damaging outcomes are 
considered and the one with the least possible failure is chosen. It is also known as 
“maximising the minimum”, where failure is costly and not accepted. 
The effectiveness of the strategy selected depends on the significance of the problem, the goal, 
accessibility of resources, cost of other alternatives and that which will result in best optimising 
the strategy selected (Ahmed & Omotunde, 2012). Decision-makers keep hold of influential 
independence when using well-thought-out decision-making strategies (Dalal & Bolunmez, 
2016).  
2.2.3. Decision-making styles 
Many studies have identified and concluded that decision-maker behaviour is a vital factor in 
decision-making. As such, this development has led to making a distinction between the way 
that managers deal with problems and how they make decisions that concern them. In the 
decision-making theory, style of decision-making is one of many factors that affect decision 
management. However, some studies have reported that decision-making should be understood 
from individual characteristics, as well as from a habitual point of view (Bavol’ár & Orosová, 
2015). Bavol’ár and Orosová (2015:115) observe two approaches to decision-making style. 
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The first is a “habitual pattern which individuals” use in decision-making. The second 
comprises perceiving and responding to decision tasks. 
When using the habitual pattern, “the learned habitual response pattern [is] exhibited by an 
individual when confronted with a decision situation. It is not a personality trait, but a habit-
based propensity to react in a certain way in a specific decision context” (Bavol’ár & Orosová, 
2015:115). The habitual response mode is when the individual’s response becomes automatic 
because of the associated environment (Ersche, Lim, Ward, Robbins & Stochl, 2017). 
Managers who rely on perceiving and responding to decision tasks are using the individual 
characteristic mode and rely on their individual characteristics to make a decision (Bavol’ár & 
Orosová, 2015). Although many constructs exist that identify individual differences in 
decision-making, a general decision-making approach was identified by Scott and Bruce in 
1995. It is the most and widely used conceptual approach. This approach to decision-making 
encompasses the measures of intuitiveness and rationality (Bavol’ár & Orosová 2015). 
Conceptual managers with this style of decision-making are more concerned with solving 
problems creatively. They tend to consider multiple ways for solving problems. For example, 
managers rely on information, systems and people to make decisions (Bavol’ár & Orosová 
2015). 
Directive managers, who prefer simple and straightforward solutions, have a directive style. 
Managers who usually use this type of style are more efficient and rational, and they normally 
prefer using a directive approach, such as relying on the existing procedures, rules and 
processes (Bavol’ár & Orosová, 2015). 
Analytical managers rely on multiple ways. In addition, they, with judgment, think through 
choices and, as a result, base their decision on realistic data from reliable sources and stay 
objective (Bavol’ár & Orosová 2015). 
Managers make a variety of decisions that sway their performance and success. Successful 
managers and leaders in organisations are the ones that manage and adjust their decision style 
in order to adapt to different situations (Misra & Srivastava 2012). 
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2.2.4. Types of decision 
“Decisions are a means of achieving a predetermined goal or goals (ends). Every decision is 
an outcome of the processes” (Al-Tarawneh, 2012:2). However, managers make decisions by 
applying different processes. Decision-making as a process that can take time. Whether the 
time is long or short, the fact of the matter is that time is required to carry out and control 
decisions. This course of action rests on the type of decision, whether it lasts from segments of 
a second to several minutes, hours, days, months or years (Pušeljić et al., 2015). Al-Tarawneh 
(2012) is of the view that it is imperative to make a distinction between the types of decision. 
Dimkovska (2016) opines that decisions are either programmed or non-programmed. 
Programmed decisions are systematic in nature and taken daily as a result of everyday 
operations of the organisation. Non-programmed decisions are a result of a new set of 
circumstances which are rapid, unexpected and disruptive in nature that would result in the 
status quo being affected. 
In such a situation, managers highlight a problem and settle on which option to choose. That is 
when the decision-making process or problem-solving assists managers with methods to rely 
on. Different problems or decisions have different levels of complexity and require different 
approaches. Circumstances influence the decision-making process managers use to solve 
problems and make decisions. Managers must make decisions under these circumstances and 
produce solutions in the short and long term to the challenges they face. Depending on the 
encounter, problem and state of affairs, the decision-making practice will differ in length. In 
response to this concern, Pušeljić et al. (2015) discuss the different practices of decision-
making as follows: 
o Decisions that are routine in nature or operational and associated with specified 
problems are recognised and the standard operating procedures (SOPs), rules (fleet 
policies) and artificial intelligence practices take over. 
o Adaptive or unfamiliar decisions, pointing out of problems and alternative solutions, 
critical-point probing and practices are assumed as critical points and therefore 
responsibilities prevail. 
o Innovative/strategic decisions are made. These are the ones where innovative strategies 
are adopted and usually applied when there are unusual and unspecified problems and 
practices, for example decision trees strategy.  
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It can be seen from the above that rules (policies) and standard (operational) procedures are the 
simplest practices of making routine decisions (i.e. implementation of and compliance to the 
current fleet management policy) and that applying SOPs to their effect has a significant impact 
on the organisation. According to Nesbitt and Sperling (2001:301), “decision-making 
components has to do with where the decisions are made within the organisations, who 
influences those decisions and the degree to which systems and procedures facilitate decision-
making.” Fleet management has to do with formalised decision-making behaviour and it 
usually codifies rules and procedures as a written policy (Govan Mbeki Municipality, 2014; 
Nesbitt & Sperling, 2001). 
Next, the study examines four perspectives on how managers make decisions. 
2.2.5. Managerial decision-making 
Management is faced with the challenge of applying effective decision-making. There are, 
however, many processes and practices that need to be followed to ensure that effective 
decision-making is realised. Managers need to have the ability to make the correct decisions 
that are needed by the organisation (Misra & Srivastava, 2012).  
Arai (2015) confirms that decision-making in organisations is repeatedly portrayed as a sound 
and rational process in which different concerns and perceptions are well thought-out in order, 
until the most favourable alternatives are selected. Even though this portrayal is logical, Arai 
(2015) has found that what leaders, managers and employees in organisations experience is the 
opposite, that decision-making processes in organisations seldom fit such descriptions. 
Organisational decision-making behaviour is referred to in terms of two dimensions, namely 
formalisation and centralisation (Nesbitt & Sperling, 2001). Centralisation has to do with the 
aggregate figure of people involved in fleet decisions. Their decision-making is independent, 
whereas their decisions very much fit in with the goals of the organisation. Formalisation is 
concerned with a set of laws and course of action guiding the decision-making process (Nesbitt 
& Sperling, 2001). A fleet section with formalised decision-making behaviour usually applies 
procedures and codifies rules as written policy SOPs.  
Managers use different decision-making approaches; they make decisions based on experience, 
feelings and accumulated judgement (Misra & Srivastava 2012; Osmani, 2017). However, the 
uncertainty, biases and style of the decision-maker play an important role in the organisation 
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in making decisions that are rationally effective (Kahneman et al., 2016). It is important to 
explore further the main approaches of managerial decision-making within an organisation. 
These approaches address decisions in the form of “rational choices, bounded rationality, the 
role of intuition and the role of evidence-based management” (Robbins & Coulter, 2012:183-
185). Managers who are able to understand these approaches to decision-making facilitate the 
basis of decisions and decision-making (Arai, 2015; Shapira, 2010).  
2.2.6. Decisions as rational choices 
Making a decision is routine to individuals as it might be at work or in life; however, it is not 
the same within organisations. Whether “rational or intuitive process”, the decisions made will 
point in the end to which manager can be held responsible (Marchisotti, Almeida & Domingos, 
2018:3). Rationality is to bring up the same results knowingly, applying a lengthier, restricted, 
intended and conscious process (Marchisotti et al., 2018; De Oliveira, 2015). From this 
perspective, rational decision or choice is based on three key things (Burns & Roszkowska, 
2016): 
o Creative and innovative capabilities;  
o Individual decision-making; and 
o Complete information.   
However, decision-making is somehow influenced by the innovativeness and creativity of the 
individual manager. It is important to note that managers are limited by their mental capacity. 
As a result, they are encouraged to make decisions using a process that is automated to avoid 
inherent biases which might affect the ability to make rational decisions (Nation & Waymire, 
2015).    
2.2.7. Bounded rationality  
In bounded rationality, the decision-maker’s way of thinking is limited and they have an 
inability to process, interpret and act on information (Jones & George, 2014). In-depth 
problem-solving is a challenge and exploring all the possible confrontations to decision 
management is not possible (Richardson, 2017). In the concept of bounded rationality, three 




o Incomplete information: The lack of gaining access to data by affected managers results 
in seamless choices being compromised, due to insufficient information. This would 
result in obvious choices being open to doubt and not being the same in most situations. 
o Ambiguous information: The obvious choices being open to doubt and not being the 
same are as a result of the data collected being doubtful, not authenticated and, most 
importantly, interpreted in inconsistent and various ways, which will result in 
ambiguous information. 
o “Time constraints and information costs”: Managers are faced with little or no time and 
funding to conduct the required look into possible options, assess results and select a 
possible arrangement.  
o Risk and uncertainty: Through indecisiveness, supervisors run the risk of being unable 
to plan, and therefore reduce the importance of the results of a specific action, with the 
probabilities that the end results are already known. This results in managers being left 
with no choice but not to make those decisions due to the lack of concrete information. 
Bounded rationality, according to Ortega, Braun, Dyer, Kim and Tishby (2015), means that the 
manager’s ability to process information is limited. Managers often simplify decisions by 
accepting solutions that are “good enough”, which results in errors or biases (Robbins & 
Coulter, 2013). 
2.2.8. The role of intuition 
In contrast to rationality, there is intuition. Often, the decision-maker is without the know-how, 
understanding or expertise to decide. The role of intuition becomes relevant when there is not 
enough information to make a decision and when the manager lacks experience and is uncertain 
(Marchisotti et al., 2018; De Oliveira, 2015). To Malewska (2015:24), intuition is often 
associated with “irrationality”. Intuition is important and desires competence of modern 
managers because it increases the effectiveness and accuracy of decision-making (Malewska, 
2015). According to De Oliveira (2015), intuition produces results that are knowingly in 
advance and the processes are uncontrollable; it is unintentional and automatic. In the same 
vein, intuition is understood as direct knowing without any use of conscious reasoning 
(Robinson, Sinclair, Tobias & Choi, 2017).   
Although difficult to explain, Fisher (cited in Marchisotti et al., 2018) simplifies the concept 
of intuition as knowledge and insight that come naturally to individuals. Intuitive decision-
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making is making decisions based on past experience, feeling and accumulated judgement. 
Using intuition has become a common practice in decision-making (Robbins & Coulter, 2013). 
Empirical studies done on effective decision-making indicate that managers who apply 
intuition generate more creative and innovative solutions to a problem (Malewska, 2015). 
2.2.9. The role of evidence-based management  
Sohrabi and Zarghi (2015) found that managers who apply the principle of evidence-based 
management are able to base their decision-making on the best scientific evidence available. 
Evidence-based management means translating principles based on best evidence into 
organisational practices (Sohrabi & Zarghi 2015). Evidence-based management has what it 
takes to achieve organisational goals, linked with employees, stockholders and the public in 
general. This could be realised where managers promote effectiveness in the organisation, 
where managers in the know make less impulsive and more insightful decisions (Sohrabi & 
Zarghi 2015). 
2.2.10. Inhibiting factors that affect decision management 
A study that was conducted in the field of managerial decision-making in the transport work 
environment revealed that decision-making practises or the application thereof are lacking and 
this is a main contributor to ineffectiveness (Kaufmann et al., 2012; Oosthuizen, 2014). 
According to Kaufmann et al. (2012), ineffectiveness, error, bad performances and end results 
which contradict goals could impact negatively on performance. Useem, Cook and Sutton 
(2005) support this noting that lack of suitable decision-making skills training is dire and could 
result in ineffective decisions. Organisational success is dependent on decision-making training 
(Oosthuizen 2014; Useem et al., 2005). 
Table 2.1 below offers a summary of some of the various inhibiting factors that negatively 




Table 2.1: Various inhibiting factors that negatively affect decision effectiveness 
Factor Source (reference) 
Lack of skills development in decision-
making 
Kaufmann et al. (2012) 
The use of suitable decision-making 
practises 
Kaufmann et al. (2012) 
Quality of decisions Lussier (2012) 
Decision skills training Useem et al. (2005) 
Not adequate training and skills Kaufman et al. (2012) 
Inadequate training Bloem and Bean (2015) 
Source: Oosthuizen (2014:2) 
2.2.11. Factors that impact on decision management  
To put into practise and keep in check the effectiveness of decision-making, managers are all 
the time required to make a selection of decisions on a variety of matters (Panzaru, 2010). This 
will ensure that correct decisions are made at all times. Osmani (2017) argues that the 
manager’s decision process reflects their past behaviour and the results are interconnected to 
the future. 
Past research studies have predominantly emphasised the significance of several factors that 
affect decision-management processes. Osmani (2017) lists personal, psychological and 
environmental factors as affecting managerial decisions. Personal factors are those that reflect 
the personality of the manager, which include age, experience, intelligence, level of knowledge 
and cognitive style. According to Kurt (cited in Omarli, 2017), although managers’ 
personalities may seem similar, the character of the manager makes the difference. Personality 
characteristics of the manager are the most important factor influencing decision management 
(Osmani 2017). Soltwisch and Krahnke (2017) support this view and explain that individual 
characteristics prepare the manager to get along with their subordinates, resulting in managerial 
effectiveness.  
The second factor is psychological; characteristics here are perception, interpersonal relations, 
comprehension and motivation. The “cognitive style”, know-how and age of the manager are 
the characteristics that play a role in decision-making processes (Omarli, 2017). However, 
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Robbins and Coulter (2012) argue that managers’ behaviour, emotions and feelings that come 
into play when making decisions are the elements that achieve higher decision-making 
performance.  
Thirdly, environmental conditions, namely the stakeholders, the legal, ethical, socio-cultural 
and political factors and technology that managers encounter when making decisions, affect 
the decision behaviour (Omarli, 2017). The changing environment makes effective decision-
making difficult and the processes complex. As a result, the stakeholders, the legal, political, 
social-cultural and political factors and technology have an impact on managerial decision-
making (Omarli, 2017).  
Table 2.2 below summarises some of the factors that impact decision management 
effectiveness (Omarli, 2017).  
Table 2.2: Factors that impact effectiveness of decision management  
Factor Source (reference) 
Age, experience, intelligence, level of 
knowledge and cognitive style 
Kurt (2003); Omarli (2017); Soltwisch and 
Krahnke (2017)  
Perception, interpersonal relations, 
comprehension and motivation  
Graham (2004), Omarli (2017), Robbins and 
Coulter (2012); Tekin (2009)  




2.2.12. Cognitive biases and decision-making 
Cognitive biases are fixed trends of thought that erode the precise or fair reasoning of a 
decision-maker (Stafford, Holroyd & Scaife, 2018). “Cognitive biases are put forward to cause 
misrepresentation of decision-making and it should lead to humans making mistakes in their 
judgement, decision-making and behaviour” (Murata et al., 2015:46). 
Decision-makers are all open to the elements of bounded rationality. They have a tendency to 
use heuristics to streamline the decision-making process. In general, using heuristics is 
beneficial for the reason that it helps out decision-makers to identify difficult, unclear and 
uncertain “information”. However, the practise of heuristics may possibly result in system 
mistakes (Jones & George, 2014:209). 
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Many biases have been documented. These biases and heuristics enable managers to make 
judgement with imperfect and incomplete information (Osmani, 2017). A number of them are 
discussed next.  
Jones and George (2014) list four sources of biases that have an effect on how managers make 
decisions. These biases are representativeness, prior hypothesis, illusion control and escalating 
commitment. The representative bias refers to managers who have a tendency to rely on 
information that is stereotyped (Jones & George, 2014). The prior-hypothesis bias explains that 
people are likely to base their decision on their previous experience or beliefs. Thirdly, 
decision-makers incline to misjudge their own control of activities and events (illusion of 
control). Finally, escalating commitment bias is where people tend to add additional resources 
to projects that are failing even though they were made aware that they should let go (Nation 
& Waymire, 2015).  
Another common bias is confirmation bias. The decision-maker makes it certain that the past 
information is used to reaffirm decisions taken. The manager’s information is based on biased 
gathering of information in order to justify their inconsistences in their decision-making 
(Nikolić, 2018). Expenditure of time, efforts of evaluating alternatives and money can only 
improve the future rather than correct the past. Inability to decide in appointing the relevant 
company that deals with fleet issues results in ineffective decision-making and uncontrollable 
fleet usage (Nikolić, 2018). 
The final bias to be highlighted is the confirmation trap bias. Here, the decision-maker seeks 
support for a decision already taken (Nation & Waymire, 2015). Managers like to be right. This 
has led to some decision-makers believing that regardless of the evidence presented for 
supporting decisions made, they intend to go further and seek confirmation evidence. This bias 
makes managers feel that they are right or that they are entitled to other evidence (Nation & 
Waymire, 2015). 
The overconfidence, illusion of control and confirmation biases are cited as our inclination to 
evaluate exceedingly our own decisions and calls for reviews of critical decisions (Nation & 
Waymire, 2015). As studies show, some of these biases are difficult to address. It is up to the 
manager to overcome these biases and errors by being aware of them and, at the same time, 
avoiding negative events by not engaging in them.  
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In this context, Otuteye and Siddiquee (2015) emphasise that heuristics is an effective practical 
tool that can aid managers in overcoming biases in their area of work. According to Otuteye 
and Siddiquee (2015:148), to “minimise the risks of being exposed to cognitive biases is to 
detail the decision-making process and stick to it with strict emotional discipline”. This 
accomplishes the following: 
o the decision-making processes are simplified without the quality of decision outcome 
being compromised; and  
o the most important enabling manager avoids possible cognitive bias problems. 
Removing some of the cognitive biases of decision-making can lead to improved and effective 
decisions made. Mention should be made here of decision-making practices to improve 
decision effectiveness. Effective decisions are essential and one of the expectations for a high-
performing organisation. The challenge is to make certain that good decision-making practices 
filter through the entire organisation. Standard practices enable human resources to make 
decisions that are considerable to the organisation as well as its importance and standards 
(Michel, 2007).  
2.3. Decision-making practices 
In most scenarios, managers make decisions as individuals. However, decision-making is not 
often an individual effort, but rather part of a group. In fact, most important decisions in the 
business world are seldom made from top to bottom by individuals (Daft, 2010). Oosthuizen 
(2014) claims that the effective decision-making process has shifted towards group 
participation being generally increased and, as a result, employee participation is encouraged. 
In several matters, group decision-making has more of a chance to produce quality decisions 
than individual decision-making has.  
Jones and George (2014) argue that group decisions have many advantages. It is much easier 
to promote creativity within the group, and many organisations are able to apply different 
decision-making practises for problem-solving and to promote an idea creatively. Again, group 
decision-making is seldom captured by groupthink. 
Lussier (2012) suggests the following group decision-making practices. 
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2.3.1. Kepner-Tregoe practice 
Lussier’s study (cited in Oosthuizen, 2014) identified the Kepner-Tregoe practice as a 
technique that applies the criteria of processes, which are developed in earlier stages of 
decision-making to evaluate and compare the alternatives. To add to the notion of Lussier 
above, Oosthuizen (2014) emphasises the fact that the criteria of processes chosen by the 
decision-makers must be respected and the “must” and “want” criteria must be introduced 
earlier in the decision-making technique.  
Oosthuizen (2014) finds that the Kepner-Tregoe practice is a complete technique that attempts 
to find balance between the subjective and objective approached in decision-making. It is easily 
integrated with other techniques, such as nominal group, Delphi and Brainstorming techniques. 
2.3.2. Brainstorming practice 
Brainstorming is a technique that debates a variety of alternatives by different people 
(managers) in order to find the best, optimum solution. This technique is important, as it helps 
in finding the best solutions in situations where problem-solving is needed; alternatives are 
developed creatively to select the best choices during the brainstorming session (Jones & 
George, 2014). According to Oosthuizen (2014), however, the choices are not finalised because 
the alternatives are not considered immediately after they have been developed. The goal of 
brainstorming is to develop as many ideas as possible, with the intention to allow many people 
(managers) to further develop those ideas as effectively as possible (Daft, 2010). 
2.3.3. Delphi practice 
Unlike the brainstorming technique, the Delphi technique was developed to include as many 
people (managers) as possible in cases where they are unable to come together to a face-to-
face discussion in order to creatively make a decision (Jones & George, 2014). Oosthuizen 
(2014) is of the view that the technique allows members to contribute to group decision-making 
through a series of questions that leaders post to the members of the group. The members of 
the group vary extensively, including different stakeholders, field experts and any person who 
uses the services of the organisation. Due to the scope of the group, the Delphi technique might 
take some time to complete and, as a result, the process could delay the decision-making 
(Oosthuizen, 2014). The use of this process is essential for organisations and, as a result, will 
create value and optimum decisions realised (Oosthuizen, 2014).  
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2.3.4. Nominal group practice 
The nominal group technique (NGT) is defined as a course of action that is applied to put 
together different ideas and weigh up those ideas using a coordinated process (Lussier, 2012). 
Oosthuizen (2014) states that the NGT gives consent to decision-makers to propose solutions 
and make a decision once the alternatives were carefully considered in a structured way. Each 
decision-maker is provided with enough time to come up with solutions that could be 
developed further in the near future (Jones & George, 2014).  
2.3.5. Stepladder practice 
Stepladder practice is the last technique considered for this study. The stepladder technique 
operates more or less the same as the Delphi technique and NGT, where managers/people come 
together for decision-making purposes (Jones & George, 2014). Oosthuizen (2014), however, 
places emphasis on the decision-maker’s independent contribution, which the group considers 
and discusses. Oosthuizen (2014) summarises that new members are added to a group 
discussion where their ideas will be listened to, discussed and considered. Once that has 
happened, the old group members share the outcomes of the discussion. Both discussions are 
compared and the new ideas are developed with the final decision. The advantage of this 
technique is that the new members are encouraged to bring new ideas to the group (Oosthuizen, 
2014). 
Choosing the correct technique for effective decision-making is vital for any organisation. The 
decision-making practices should be able to consider all factors associated with compliance of 
the policies that govern the organisation at all times. While the stepladder and Delphi 
techniques are similar to the NGT, where managers come together for decision-making 
purposes, the NGT gives consent to the decision-maker to come up with a solution to the 
problems. The Kepner-Tregoe technique seeks to find a balanced approach. Both the NGT and 
Kepner-Tregoe technique are critical in helping managers to improve decision-making.  
In this context, Oosthuizen’s (2014) brainstorming technique is an ideal practice for GMLM. 
Brainstorming will enable managers to both improve their individual decision-making and 
participate in group decision-making, which is important for future purposes and results in the 
new best practice for learning organisations.  
31 
 
2.4. Fleet management policy and service delivery challenges  
GMLM is mandated to provide constitutionally prescribed infrastructure-related services. 
These services include providing electricity, “water and sanitation, solid waste disposal and 
roads and stormwater drainage to its residents. The performance of the Municipality’s 
infrastructure provides the foundation of its economic development, competitiveness, 
prosperity and the overall quality of life for its residents” (Govan Mbeki Municipality, 
2019:8). For GMLM to thrive, it is therefore imperative that its infrastructure and service 
delivery cluster’s operations are run efficiently and are financially sustainable.  
According to Govan Mbeki Local Municipality (2019), the municipality is facing the following 
infrastructure and service delivery challenges: 
o Shortage of technical skills in the municipality, such as engineers, electricians, 
technicians and planners, to plan, implement, operate and maintain municipal 
infrastructure; and 
o Shortage of equipment, vehicles, machinery and plants to carry out 
implementation and working and maintenance across the infrastructure and service 
delivery cluster due to an aged fleet.  
The running, operation, looking after and well-timed lifecycle replacements of infrastructure 
are fundamental basics in making certain sustainable excellence service delivery. The 
efficiency and effectiveness with which it is delivered are key determinants of the financial 
sustainability of the institution (Govan Mbeki Local Municipality, 2019). The fleet 
management of the municipality is a huge concern as the municipality currently has a fleet 
availability of under 50%, due to aged fleet, poor turnaround time for services and maintenance 
of vehicles. An associated challenge is that the municipality has a high fuel-leakage rate due to 
aged fuel tanks which need to be replaced. There is currently no fleet management plan in 
place. 
The term municipal fleet refers to those municipal fleet vehicles, trucks, tractors, lawnmowers 
and equipment owned by the municipality and used by the end users (various departments) for 
service delivery purposes only. There are five departments, namely Community Service, 
Corporate Services, Finance, Planning and Development and Technical Services. Each user 
department has its own vehicles and each manager is responsible for its sectional vehicles. 
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Backeberg (2002) defines fleet management as an environment that manages fleet. It involves 
equipment, motor vehicles, trucks, tractors, lawnmowers and any equipment to meet customer 
requests as they arise over time. The objective of fleet management is to make certain that the 
availability of vehicles is increased continuously at the minimum cost and up to the standard 
level of utilisation. 
The main point is that fleet management covers the practices of the administration, putting in 
order and keeping of information related to all aspects of a company’s fleet. From the 
organisation or municipality’s point of view, the range of pressure on vehicle fleet management 
is both diverse and intense (Backeberg, 2002). As a result, the organisation (municipality) 
needs to improve decision-making effectiveness to optimise their fleet to render services their 
communities. 
2.4.1. Roles and effects of statutory and legislative requirements governing 
decision-making systems in a local municipality 
Singh and Bhero (2016) proclaim that each sphere of government has original or 
constitutionally allocated powers and functions, as well as statutory and legislative 
requirements that are imperative for decision-making to ensure a close fit between 
policies/programme and people needs. These legislations are briefly explained next:  
o The Constitution of the Republic of South Africa (1996), (RSA, 1996) in terms of 
responsibility and rights, places emphasis on the right of the municipality to ensure that 
the affairs of the communities are governed accordingly. Furthermore, the municipality 
has to ensure that the obligation of services to the public is maintainable. The basic 
services include, among other services, water and electricity provision.  
o The National Development Plan (NDP) 2030 of the Republic of South Africa 2030, 
in reference to implementation of economic infrastructure, highlights the local tier of 
government (municipalities). It is one of the key players in ensuring that economic 
infrastructure is realised. Thus, the key economic development issue for local 
government is provision of electricity and water in crises, especially refurbishment of 
backlogs, resolving maintenance issues and therefore improving the quality of life 
through service delivery. 
o The Municipal Finance Management Act (65 of 2003) was intended to safeguard and 
promote the justifiable financial affairs of municipalities. Furthermore, it established 
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treasury norms and standards to monitor the financial performance of local government 
institutions. 
o The Municipal Systems Act (32 of 2000) (RSA, 2000) was enacted for the main 
purpose of establishing primary principles, systems and processes required to improve 
local government efficiency. The act guides the local government sector on how to 
structure its planning and operational efforts in order to meet the objectives of being a 
leading development agency. 
o The Municipal Planning and Performance Management Regulations (Gazette No. 
7146) were published in 2001 under the Municipal Systems Act (32 of 2000). It was 
meant to serve as additional regulations on the establishment of municipal strategies 
through the development of the integrated development plans (IDPs), aligned with 
performance management and decision-making processes. 
o Integrated Development Planning (IDP) (2017–2021) refers to the processes that 
describe the decision-making processes and strategic objectives. This is done to revised 
or new strategies, including strategies to improve implementation, in order to provide 
sustainable services, optimise operations and improve customer care. 
2.4.2. Development of the vehicle transport and equipment and standard 
operating system in government 
Since the late 2000s, various laws and policies have been regularly updated at all levels of 
government. This is to safeguard sound and viable management of the financial affairs of the 
municipalities and other institutions in the local sphere of government. Among local 
government policies enacted is the Municipal Finance Management Act (56 of 2003) and the 
Supply Chain Policy amendments.  
Both these acts have the provision that requires each municipal entity to have and implement a 
supply chain and an asset management policy. Both these policies require that government 
vehicles and equipment are managed and kept in good condition and replaced when no longer 
economically feasible according to replacement criteria. The employees and political bearers 
of office, including the councillors, are expected to observe all policy and procedural aspects 




Lejda and Zielinska (2013) conclude that in order for an organisation to guarantee operational 
readiness of fleet, its technical conditions need to be controlled. Effective decisions are 
important, and management is required to analyse the task of transport in order to make rational 
decisions. The objectives of policy are used in organisations where management is effectively 
applying decision-making practices. 
2.4.3. Legislative and fleet policy compliance in municipality vehicle transport 
and equipment replacement cycle 
A vehicle transport and equipment replacement cycle is a process that ensures that council 
vehicles and equipment are used and maintained in a proper way and replaced when no longer 
economically feasible to be repaired according to replacement criteria. The policy intention is 
to assist in decision-making regarding the efficient maintenance and replacement of vehicles, 
and to limit transport costs to a minimum. However, the implementation of said policy is falling 
short. Lejda and Zielinska (2013) emphasise that any organisation that wants readiness of its 
fleet to be guaranteed needs its technical conditions to be controlled. Govan Mbeki 
Municipality (2014) confirms that the acquisition, disposal or replacement procedure of any 
council fleet will be done according to the asset management policy and supply chain 
management policy of GMLM. The criteria to be followed are: 
o trucks will be replaced every ten years or every 250 000 km; and 
o LDVs and sedans will be replaced every five years or every 150 000 km. 
In all cases, when the repair costs, excluding normal service costs, have reached 60% of the 
purchase price of the vehicle or equipment, the vehicle will be scrapped after considering the 
above criteria.  
The fundamental truth is that the aim of the policy is the planning of transport activities, 
efficient maintenance of vehicles, the coordinating of trips and correct application of vehicles 
for a specific task, to limit transport costs to a minimum. Effective implementation of the policy 
is the result of managerial desires to provide decision-making practices that will provide 
efficient services to the community (Govan Mbeki Municipality, 2014). Effective decision-
making necessitates that all the defined processes are followed in selecting the right choices 
for the future. It is very important for the organisation to focus ahead (Tallman & Koza, 2016).  
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2.5. Govan Mbeki Local Municipality: Legal establishment   
The research was conducted from a sample in a transport work environment (fleet management 
environment at GMLM). GMLM is a category B municipality. It is one of the 7 local 
municipalities under the jurisdiction of Gert Sibande District (the other districts being 
Ehlanzeni and Nkangala) and one of the 18 local municipalities within Mpumalanga. It is 
situated in the south-eastern part of Mpumalanga province, abutting Gauteng province in the 
southwest; approximately 150 km east of Johannesburg and 300 km southwest of Nelspruit 
(capital city of Mpumalanga). It is bordered by the Nkangala District in the north, Dipaleseng 
and Lekwa in the south and Msukaligwa in the east (Figure 2.2) (GMLM, 2019). 
The GMLM area is mainly agricultural/rural with three urban conglomerates, namely Leandra 
(Leslie, Lebohang and Eendracht) in the western edge, the Greater Secunda (Trichardt, 
Evander, Kinross and Secunda/Embalenhle) conurbation in the central part and 










Figure 2.2: Map of Gert Sibande District municipality regions 
Source: RSA. DPLG (2009); Govan Mbeki Municipality (2019) 
Currently, GMLM is faced with numerous financial, governance, service delivery and 
institutional challenges. Many of these challenges have been recurring over a period of time 
and repeatedly reported in the annual reports of the municipality. 
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2.6. Managerial effectiveness: Brief overview 
Even though effectiveness could be used to measure managerial performance, there is no 
definite model that could be applied to determine the effectiveness of managers (Analoui, 
2003). Effectiveness is defined as a “set of skills required to get things done and managerial 
effectiveness to be a function of managers’ competence to master a set of complex practices, 
which include results orientation, time management and making effective decisions” (Analoui, 
1999:363; Drucker, 2006, 2017). 
Managers through people get things done. They make decisions, divide up resources, and direct 
the activities of subordinates to achieve goals (Robbins & Judge, 2013). Managers are dynamic, 
not because of their position and knowledge, but because being a manager is a huge 
responsibility and critical role for ensuring that the goals of the organisation are achieved (Kazi, 
2017). The effectiveness of managers is, however, multi-dimensional as two fundamental 
issues come forth, namely efficiency and effectiveness (Analoui, 1999). 
2.7. Effectiveness and efficiency 
The concept of effectiveness is related to “doing the right things”, which involves “doing” the 
work that will benefit the organisation (Robbins & Coulter, 2012:9), while efficiency is 
concerned with reaching the most “output from the least amount of inputs”. Effectiveness is 
therefore something a manager creates from a situation by handling it appropriately (Fonceca, 
Raj & Amanda, 2017; Robbins & Coulter, 2012). Moreover, effectiveness and efficiency in 
the real world of work normally go hand in hand; being ineffective and inefficient leads to poor 
performance (Robbins & Coulter, 2012). This normally happens when organisational goals are 
not attained because managers failed to utilise the resources and policies that help them to 
implement decision processes. 
Effectiveness does not always lead to efficiency, though; at times, effectiveness and efficiency 
are not connected (Daft, 2010; Marouf & Samour, 2014). Figure 2.3 below highlights that a 











Figure 2.3: Efficiency and effectiveness in management 
Source: Robbins and Coulter (2012:8) 
Jones and George (2014) conclude that managers are effective if they manage and use the assets 
differently in trying times accordingly by selecting the correct practices to achieve the goals of 
their organisation. To operationalise managerial effectiveness, the effective manager manages 
the situation as it should be managed and is able to get the desired result. It has also been 
identified that the effectiveness of managers varies widely from organisation to organisation 
and from one job to another; for this reason, the measure of effectiveness should be clearly 
defined (Fonceca et al., 2017). Following below are various factors that determine 
effectiveness. 
2.8. Factors of effectiveness 
Steward (cited in Kazi, 2017) highlights various factors determining effectiveness. To be 
effective, a manager is required to deal with the following three factors in their position: 
o Demands are duties that a manager has to deal with daily and which they can either 
delegate or ignore. The onus is on the manager. 
o Constraints are based on the factors that managers are faced with and take account of 
the lack of resources and personnel defiance.  
o Choices are prospects that managers are faced with when factors such as resources are 
lacking. Managers implement or develop choices to overcome constraints.  
Resource usage Goal attainment  
Management strives for: 
Low resource waste (high efficiency) 





To overcome constraints, effective managers need to work in conjunction with these constraints 
while trying to meet the day-to-day activities (Marouf & Samour, 2014).  
2.9. Indicators of managerial effectiveness 
Managerial effectiveness studies have identified different components of the effectiveness of 
managers (Marouf & Samour, 2014). These components are significant and are linked to how 
managers behave. The challenges involved in understanding managerial behaviour are 
highlighted by Analoui (1997, 1999), who views the importance of considering managers as 
they are and not just role players, as has been suggested by recent writers, as creators of reality 
for themselves and others. Scholars such as Analoui, Awadh and Kakabadse (2010) and Wang 
(2011) have conducted studies over the years in order to seek collectively different perspectives 
of managerial effectiveness. The following indicators/perspectives are highlighted next: 
o Individual level competency; 
o organisational level; and  
o traditional/conventional level. 
2.9.1. Individual perspective 
The focus of this perspective is on the individual rather than the organisation. Marouf and 
Samour (2014) describe this as the model that helps develop skills and practices of managers 
that are relevant and fit different situations and contexts. These relevant expertise and planning 
can be trained, learned and practised (Bamel, Rangnekar & Rastogi, 2011; Rastogi & Dave, 
2004; Srivastava & Sinha, 2007).  
Studies by Abdul-Azeem and Fatima (2012), Analoui (2007), Bamel, Rangnekar, Stokes and 
Rastogi. (2013), Marouf and Samour (2014) and Wang (2011) highlight that these factors 
represent what day-to-day managers are faced with. Marouf and Samour (2014) briefly confirm 
that there is a high degree of similarities among managers. Therefore, Analoui (1999:5) opines 
that the challenge to deal with these factors constitutes “one of the eight parameters for the 
effectiveness of managers”. Oosthuizen (2014) mentions one of these factors as negatively 
contributing to performance in the transport work environment. 
Various scholars (Analoui, 1999; Kazi, 2017; Marouf & Samour, 2014) have dealt with various 
studies of managerial effectiveness. For example, Drucker (1995, 2006, 2017) identifies 
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practices that are common with most managers even though they differ in many aspects. These 
practices are: 
1. Recognise what needs to be done. 
2. Be conscious of the nature of the business. 
3. Work up an action plan. 
4. Take accountability for decisions. 
5. Take charge for communicating.  
6. Focus the centre of attention on the opportunities instead of the problem. 
7. Take part in productive meeting. 
8. Think collectively by pronouncing “we” rather than “I”.  
2.9.2. The organisational perspective  
This perspective is based on an approach that identifies internal and external factors that have 
a strong influence on the organisation’s long-term future plans which are strategic in nature, 
including the vision and mission of the organisation. The advantage of this perspective is that 
the organisation creates an environment and a system that enable managers to improve their 
skills, character and behaviour (Marouf & Samour, 2014).  
Abdul-Azeem and Fatima (cited in Marouf & Samour, 2014) identify other factors in relation 
to the effectiveness of managers in private and public sector organisations. They found that 
public sector managers are influenced by the following factors: leadership, failures of 
management, decentralisation and delegation, boundary spanning and controlling, resource 
management, management by change, satisfaction and creativity, and relationship 
management. The most important factors for managerial effectiveness in private sector 
organisations are effectiveness and efficiency, high order needs, welfare, high commitment, 
innovative management and customer relations. It could be concluded that there are indeed 
similarities in terms of factors. However, it is not easy to have a unified model of managerial 
effectiveness as a result of different behaviours, skills, practices and organisational factors 
(Abdul-Azeem & Fatima, 2012; Marouf & Samour, 2014). 
2.9.3. The traditional/conventional perspective 
This perspective is based on the notion stating that the effectiveness of the organisation is for 
the most part determined by the effectiveness of the manager to set and achieve goals (Marouf 
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& Samour, 2014). The organisation’s goals, vision and mission are important and play a critical 
role in achieving future goals. Thus, the characteristics and skills of managers are equally 
important to the organisation, as the organisation creates a system and conducive environment 
to support managers. The managers also need to improve their skills in order to be effective. 
Other factors are also indicated as top qualities that managers need to consider themselves to 
be effective. These qualities are choosing a line of work carefully, employing with judgment, 
creating a productive environment, defining success, linking people and being a good 
communicator, developing workers to do their jobs better, building morale, taking on projects 
themselves, not making the same decision twice, and being happy with people whom you 
associate with (Marouf & Samour, 2014). 
2.9.4. Analoui’s model of managerial effectiveness 
Farhad Analoui founded the parameters of managerial effectiveness (PME) model in 1999 
(Analoui,1999). Analoui (1999:57) identified the “eight managerial parameters which led to 
the model of managerial effectiveness”. According to Marouf and Samour (2014), the logic 
sought to investigate the concept of managerial effectiveness in the public sector in the 
international context. This model tries to determine the main profound influences on managers 
in terms of their behaviour and perceptions as far as effectiveness is concerned (Analoui, 1999, 
2002, 2007; Al-Madhoun & Analoui, 2002; Labbaf, Analoui, and Cusworth, 1996).  
Wang (2011) further supports the fact that the PME model captures the essence of managerial 
work and understanding of the perceptions of effectiveness. This view confirms that the 
objective of this model is that there exists not only the need to understand the managerial 
processes but also to find practical ways in improving the managerial effectiveness (Analoui, 
1999). 
The PME model is founded on the “eight parameters of managerial effectiveness” that are 
linked to the behaviour and perceptions of managers (Analoui, 1999:57), namely: 
o “Perception of senior managers of their own effectiveness 
o Managerial skills or lack of them which attribute to their effectiveness/ineffectiveness 
o Organisational criteria for effectiveness 
o Motivation of senior manager effectiveness 
o The degree of demand and constraints senior managers are confronted with 
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o Presence of choices and choices available to senior managers 
o Nature of inter- and intra-organisational requirements 
o Dominant managerial philosophy.” 
The PME model presents the managers with the opportunity to perceive their perceptions in 
terms of effectiveness and the characteristics and qualities of an effective manager (Wang, 
2011). The PME model considers the importance of set categories of managerial skills. The 
model describes the criteria for effectiveness in an organisation, such as being competitive, 
being self-motivating and achieving targets that are a platform for organisational criteria for 
effectiveness. The PME model also considers the constraints and demands which managers 
face. In addition, the model regards the leadership style that managers adopt in relation to their 
effectiveness. Effective decision-making is the most critical factor in the changing world of 
work. The PME model is regarded as a suitable model in dealing with organisational factors to 
ensure that managerial decision-making is effective. 
2.10. Conclusion 
Management is faced with the challenge of effective decision-making that it needs to apply in 
the organisation as a result of the changing world of work. Many processes and techniques 
must be followed in order to ensure that effective decision-making is realised. Systems thinking 
was introduced to make the reader realise the cognitive information processes of humans, 
where reasoning is subconscious and intuition is conscious, as are found in the systems 
approach. The decision-making practices discussed are not utilised by the fleet management 
environment. Management can confidently apply some of the principles found in these 
practices in their day-to-day decisions, including the long-term fleet management decisions. 
Management should also be mindful that effective decision-making translates into 
organisational effectiveness but also into a learning organisation. Management should be able 
to deal with biases of decision-making and, at the same time, overcome biases in order to lead 




Chapter 3: Research Design and Methodology 
3.1. Introduction 
Chapters 1 and 2 provided the background of the study and the literature review, respectively. 
These chapters argued that organisations seeking to remain competitive in the changing world 
of work need management to apply effective decision-making practices to improve the 
performance of the organisation. Research is one of the many ways of knowing or finding a 
basis of understanding when literature is being reviewed and analysed. It offers the ability to 
translate that knowledge or information into a written report (Western Sydney University, 
2016).  
Saunders et al. (2016) define business and management research as the research seeking to find 
things or means and it is usually carried out systematically. Cooper and Schindler (2014:4) 
define business research, as it is applied in this research, as “systematic inquiry that provides 
information to guide managerial decisions. More specifically, it is a process of planning, 
acquiring, analysing, and disseminating relevant data, information, and insights to decision 
makers in ways that mobilise the organisation to take appropriate actions that, in turn, maximise 
performance.”  
The aim of the research is to describe and classify the factors that inhibit the effectiveness of 
managerial decision-making and to understand and determine the practises to be used in 
improving the application of decision-making practices as a tool in managerial effectiveness. 
To achieve this, the study had to gather data. There are different methods with which to collect 
data in qualitative research, namely exploratory, descriptive and casual research (Zikmund, 
2000). Interviewing is a method that is suitable to exploratory research studies and its main 
focus is to interact with participants through questions to understand the research problem 
(Saunders et al., 2016). 
According to Vosloo (2014:331), “the interview is a social relationship designed to exchange 
information between the participant and the researcher.” As with all methods that are available 
to the researcher, the interview has both advantages and disadvantages. However, if questions 
are carefully selected, most of these disadvantages can be eliminated. More importantly, an 
interview offers the opportunity of look into the answers by asking the participants to shed light 
on or expand on certain responses (Bayat & Fox, 2007). 
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The systematic rigorousness of any dissertation depends on the research technique adopted, as 
well as how the researcher uses these techniques to gather the data, which must apply to the 
research questions and research objective. In this chapter, various research paradigms and 
approaches are discussed. Further, various research methods are discussed. Thereafter, the 
research design of the dissertation is provided, together with various methods of research. One 
of them was selected to aid with the investigation of the present study and because of how it 
endorses validity and reliability principles (Mabena, 2016). 
3.2. Research design 
Research design, as described by Bayat and Fox (2007), is the plan used by the researcher to 
decide on the participants or subjects and then collecting data from them. In essence, the 
purpose of the research design is to provide the researcher with a “clear research framework 
that guides the methods, decisions and sets the basis of interpretation” (Vosloo, 2014:316). 
Creswell (2014) states that the research design provides the researcher with a clear direction of 
processes. It is a map on how to conduct the research (Babbie & Mouton, 2012). A research 
design provides answers to the researcher on what is required in order to achieve the objectives 
of the study. When a research design is developed, Cooper and Schindler (2014) indicate that 
the following procedural outlines should be put together for every research activity: 
1. A plan which brings together activities with time. 
2. A plan that is founded on research questions. 
3. A criterion for selecting sources and types of information. 
4. A structure for singling out the connections between the research paper variables. 
The research design must ensure that the objectives of the study emerge from the research 
questions. It dictates the sources from which the researcher plans to collect data and how to 
collect and analyse data. It also discusses the ethical issues and constraints the researcher 
expects to encounter (Saunders et al., 2016). The purpose of conducting this study was to 
explore the insight and understanding of managers on the decision-making practices applied as 
a tool to ensure effective decision-making in the fleet environment. The problem faced by 
managers is the absence and application of effective managerial decision-making practices in 
the fleet management environment. After identifying the study problem, the qualitative 
research approach was selected to carry out the objectives of the study. 
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3.3. Research paradigm 
A paradigm is defined as human interpretations that deal with the main beliefs that indicate 
where the researcher is coming from to put together sense set in the data (Guba & Lincoln 
2005; Kivunja & Kuyini 2017). According to Kivunja and Kuyini (2017), this is important 
because paradigms tell us how connotations will be put together from the data we collect built 
on our individual understandings. Paradigm methodologies or approaches are important 
because they provide a viewpoint and influence what should be studied, how it should be 
studied, and how the result of the study should be interpreted (Kivunja & Kuyini, 2017).  
The purpose of the study is to explore how managers perceive and understand the use and 
application of effective decision-making practices in order to improve overall performance. 
The study relied on the experiences and insights of individual managers to understand their 
general perceptions relating to the matter. Saunders et al. (2016) draw attention to the views of 
phenomenologists, who research the viewpoint of participants by studying their individual 
experiences through interactions. According to Thanh and Thanh (2015), 
interpretivism-paradigm views make it possible for the researcher to understand the individual 
experiences and participants’ world in order to create new meaning. This new meaning can be 
attained by interpreting the participants’ experiences through data gathering to contribute to 
the body of knowledge. Contributing to the body of knowledge and creating new meaning can 
be accomplished by understanding “in-depth the relationship of human beings to their 
environment” (McQueen, 2002:17). 
To realise the above interpretive tradition and belief, the researcher, as an observer of the social 
world, was influenced by certain facts, summarised as follows: 
o The understanding is needed of the relationship between human beings and their 
environment in its entirety in order to gain insight and in-depth information. 
o Insight and in-depth information are not likely to be realised using quantitative research 
processes (numerical data/numbers). 
o Insight and new knowledge are captured through the processes of deep attentiveness of 
empathetic understanding. 
These facts led the researcher to develop and make decisions relating to the course of action to 
be applied in this study. Qualitative and quantitative methods both offer distinctive advantages 
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and disadvantages. Both methods are commonly used in business research; however, they 
differ in approach. It is interesting to note that the research approach, whether qualitative or 
quantitative, always uses the keywords “explaining phenomenon”. Another point to ponder is 
that pure quantitative research is set aside by the collection of quantitative data (i.e. numerical), 
while qualitative research relies on non-numerical data (Antwi & Hamza, 2015; Creswell, 
2014). However, the fundamental difference is the choice and purpose of the inquiry. In this 
study, the importance was located in the difference between explanatory and descriptive studies 
(Van Wyk, 2012). Explanatory research is defined by Leavy (2017) as an explanation of the 
cause and effects, patterns or why things are the way they are. Descriptive studies aim to 
generate thick descriptions of social life (those that provide details, meanings and context) from 
the perspective of the people (Leavy, 2017). 
Bryman (cited in Eyisi, 2016:92) argues that “qualitative research and quantitative research 
differ in the paradigm approaches. These differences are in respect to their epistemological and 
ontological foundations. In ontological orientation, qualitative and quantitative approaches are 
constructivism and objectivism respectively in terms of their strategies. However, in 
epistemological orientation, quantitative researchers are subjective and anti-positivist in their 
research approach”. 
In describing and explaining the phenomenon under study, theories were used as steps in 
defining and selecting the appropriate approach to be applied in the study. It is well known that 
qualitative and quantitative methodology are poles apart in terms of their thinking and beliefs. 
The bottom line is the choice of approach, which depends on the nature of the research and 
method of collecting data (Eyisi, 2016). As highlighted by different authors and scholars, there 
should be a connection between the research paradigm and the ontology and epistemology 
(Shah & Al-Bargi, 2013). Epistemology is underlined by meaning. Epistemology tries to 
understand what it means to know and provide a philosophical background for deciding what 
kinds of knowledge are legitimate and adequate (Leavy, 2017). There are two theories that 
researchers use to acquire that knowledge, namely inductive and deductive reasoning. 
Ketokivi and Mantere (cited in Saunders et al., 2016:144) found that deductive reasoning 
applies when the “conclusion of the study is derived logically from a set of premises, the 
conclusion being true when all the premises are true”. Inductive reasoning is where the 
researcher is moving from a specific to a general point of view (Saunders et al., 2016). Zalaghi 
and Khazaei (2016) put it clearly in saying that the inductive approach applies when there is 
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disparity in that the evidence presented does not conform to the conclusion of the study. They 
explain that the researcher needs to understand that it is practically impossible to reject the 
conclusion but accept the premises. A research paradigm can be used for broad groupings of 
certain approaches and the perspective of the study of any subject (Grix, 2010). The qualitative 
approach’s adeptness is to identify with participants’ opinions, happenings and general ideas 
(Richardson, 2012). In contrast, the quantitative approach overlooks those experiences and 
outlooks of participants to a great extent that even the setup is controlled (Ary, Jacobs, Irvine 
and Walker, 2013, 2018). 
3.4. Research approach 
The main purpose of the study was related to how managerial decision-making practices can 
be applied as a tool to improve the effectiveness of decisions in the fleet management 
environment of GMLM. For the study to reach the desired outcome, a well-thought-out 
research approach was needed to enable the researcher to attain to the objectives of the study. 
To answer the research questions, in view of the nature of the problem underpinning all the 
research questions, the study had to explore the phenomenon by understanding the perceptions 
and experiences of decision-makers. This study sought to explore and understand these 
practices. The questions a researcher asks the participants and the methods they utilise to 
observe certain phenomena are filtered through the lens of knowledge, language, values, world 
assumptions and biases that it brings into the research (Heppner & Heppner, 2004). The 
approach for the study started with the question that was underpinned by a defined research 
problem. Therefore, a qualitative research approach was used to conduct the research. 
A quantitative research approach has an “epistemological and ontological orientation towards 
human behaviour as an object that can be controlled, thereby ignoring opinions and 
contribution, as opposed to a qualitative approach” (Cohen, & Arieli, 2011:425). “Quantitative 
research is often used for theory testing, requiring that the researcher maintain a distance from 
the research to avoid biasing the results” (Cooper & Schindler, 2014:146). A qualitative 
approach views human thought and behaviour in a social context and covers a wide range of 
phenomena in order to understand and appreciate them thoroughly. In this research, the 
emergence of theory from data allows the researcher to construct and reconstruct theories when 
necessary, based on the data they generate, instead of testing data generated elsewhere by other 
researchers (Leedy & Ormrod, 2014). 
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According to Creswell (2008:37), “a qualitative research approach begins with an assumption, 
the worldview, the possible use of theoretical lens and the study of research problems inquiring 
into the meaning individuals and groups ascribe to social and human … problems.” This 
definition highlights that the qualitative researcher who explores these problems is able to apply 
the entire required instrument for problem-solving. Rahman (2017) claims that this approach 
is more concerned with multiple perspectives. Eyisi (2016), on the other hand, states that the 
methods applied in collecting data provide the researcher a thorough explanation with respect 
to the participants.  
In addition, Berg and Howard (2012) mention that qualitative research keeps in check all 
mechanisms that explain ideas and bring meaning to concepts, symbols, definitions and 
metaphors. Under this approach, there are possibilities for creating a wider understanding of 
behaviour. Human behaviour, which comprises interaction, thought, reasoning, composition 
and norms, is studied holistically due to the in-depth examination of the phenomenon (Leedy 
& Ormrod, 2014). 
According to Creswell (2014:32), “qualitative research is an approach for exploring and 
understanding the meaning individuals or groups ascribe to social and human problems”. 
Heppner and Heppner (2004) add that its approach is to consider the whole story of cases and 
their research findings to become entrenched in the ever-changing world. Its focal point is in 
finding the meanings of the phenomena being studied in a particular way and within a social 
context. It needs us to make good judgment of the subjective and socially constructed meanings 
expressed about the phenomenon being studied (Saunders et al., 2016). Qualitative research 
identifies with the human experiences in their general and particular settings (Rahman, 2017). 
Qualitative research is therefore grounded to provide abundant data about real-life people and 
situations (Eyisi, 2016). 
According to Payne and Payne (2004:180): 
“Quantitative methods seek regularities in human lives, by separating the 
social world in empirical components called variables which can be 
represented numerically as frequencies or rates, whose associations with 
each other can be explored by statistical techniques, and accessed through 
researcher introduced stimuli and systematic measurement.” 
48 
 
Straus and Corbin (1990:11) posit: 
“By the term qualitative research, we mean any type of research that 
produces findings not arrived at by statistical procedure or other means of 
quantification.”  
According to other scholars (Denzin & Lincoln, 2011; Flick, 2014; Van Manen, 1997), the 
qualitative approach is distinct in that it: 
o is interested in analysing subject meaning; 
o is multi-method in focus; 
o has a naturalistic approach to its subject matter; and 
o seeks to describe, decode, translate and otherwise come with the meaning. 
Furthermore, a comparison between qualitative and quantitative research is presented in 
Table 3.1. 
Table 3.1: Contrasting features of qualitative and quantitative research 
Quantitative Qualitative 
Numbers Words 
Point of view of the researcher Point of view of the participants 
Researcher is distant Researcher is close 
Theory testing Theory emergent 
Static Processes 
Structured Unstructured 
Generalisation  Contextual understanding 
Hard, reliable data Rich, deep data 
Macro Micro 
Source: Bell, Bryman and Harley (2018:377) 
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3.4.1. Population  
Saunders et al. (2016:275) define a population as a “full set of cases or elements from which a 
sample is taken”. Furthermore, Babbie and Mouton (2012) state that a population is the group 
(aggregation of elements) from which the participants are actually selected.  
In this research, the population consists of 71 managers in GMLM. This number neglects or 
pays no attention to the nature and type of employment, apart from temporary employees who 
under normal circumstances are not employed for longer than 12 months. 
3.4.2. Sampling frame and technique 
Sampling refers to special populations that are being observed and from which the researcher 
can draw conclusions about the total population’s nature (Babbie & Mouton, 2012). The 
collected data in a study must be sufficient and live up to the purpose of the research by 
covering appropriate units of analysis. Acharya, Prakash, Saxena and Nigam (2013) state that 
the frame of the sample is important; if the sample frame is not drawn accurately from the 
interested population, the research problem will not be addressed satisfactorily. Hence, Cooper 
and Schindler (2014) emphasise that the sample frame is the foundation from which the 
components of the sample are drawn. In a nutshell, the sample reflects the actual members of 
a population. 
Acharya et al. (2013) state that sampling techniques are broadly classified into probability and 
non-probability and are commonly used in qualitative research. However, the purpose of this 
study was not to make use of the blanket approach to the findings of a particular population. 
Instead, a purposeful sampling procedure (technique) was used to select participants who are 
daily involved in the fleet decision-making process as the strong point.  
According to Maxwell (2012), purposive sampling is a method in which a particular setting, 
persons or events are selected deliberately to provide important information that cannot be 
obtained from other sources. For that reason, managers within the fleet, mechanical workshop, 
assets, supply chain and other service delivery sections were sampled. The population was 
selected based on the researcher’s knowledge and experience within the GMLM work 
environment, more specifically the fleet, service delivery, supply chain and workshop sections. 
This decision is supported by scholars such as Oosthuizen (2014:2), with the following 
statement: “… decision-making success in the transport work environment is dependent on the 
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selection of the most appropriate solution to solve the problem, taking into consideration all 
the elements in the relevant transport and supply chain context.”  
Cooper and Schindler (2014) support this view and state that purposive sampling takes place 
when the researcher decides on a sample to fit the objective of study. The application of the 
sample was informed by the experience and quality of participants who are decision-makers 
within their sections. According to Bernard (2002), purposeful sampling is the deliberate 
choosing of participants due to the qualities they possess. Purposeful sampling depends on the 
judgement of the researcher. The researcher of this study selected participants as a sample 
because they could help researcher to better understand the phenomena under study 
(Taherdoost, 2016). 
Taherdoost (2016) through illustration further depicts the stages that researchers follow in 
choosing a sampling technique for research. The six stages of choosing a sampling technique 
are outlined in Figure 3.1 below. 
 
 
 Figure 3.1: Sampling process steps 















The target population for this study was drawn and identified from the GMLM head office in 
Secunda (see below) A sample frame was made from ten participants from various 
departments, including service delivery sections. Participants occupied the following positions:  
o 1 x Sectional head (operational) 
o 7 x Middle managers (operational) 
o 2 x Middle managers (support services) 
The above sample was selected in terms of participant knowledge and experience within the 
GMLM work environment. Some of the participants were decision-making individuals within 
their department and also the custodians of fleet management in the municipality. 
3.4.3. Data collection process 
There are many ways in which data can be collected from the participant (Oosthuizen, 2014; 
Zikmund & Babin 2007). Semi-structured interviews were applied for this study as data 
collection method. All interviews were conducted in the municipal premises during official 
working hours and participants were given the opportunity to decide on the time and venue of 
the interviews. The venue arranged for interviews offered a quiet setting that made participants 
feel at ease away from noise and disturbance as this is critical for the interview process. This 
was an easy exercise because the invitation requesting participants to be part of the study 
contained permission from the municipal manager (see Appendix C). All the interviews were 
conducted in English, except for some instances where participants were comfortable switching 
to isiZulu in an effort to emphasise some points, but this was used only minimally in certain 
exchanges of ideas. 
The participant responses were recorded using a tape recorder during the interviews (see 
Appendix D). Participants were asked probing questions and were allowed to express 
themselves freely, whereby some of the forthcoming questions were answered in advance. 
Sometimes the participants did not answer certain questions despite continuous probing. 
Regardless of their decision to not answer some questions, the researcher treated all participants 
as experts in decision-making and as possessing the relevant knowledge and expertise. The ten 
participants were interviewed over a period of four weeks and interviews were transcribed and 
recorded in a Word document format.  
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3.4.4. Data collection  
Cooper and Schindler (2014) explain that to ensure that the data collection process specifies 
the details of the task, the process must be able to answer the who, what, when, how and where 
questions. These fundamental questions are: 
o Who qualifies to be a participant? 
o What constitutes the needs of the study? 
o When – Is the time of the study important, or can any time be used? 
o How will the data be recorded for later analysis? 
o The processes to record the results and safekeeping for analysis? 
o Where does the act take place? 
The above fundamental questions were used as foundation and structure for formulating 
objectives in terms of responding to the research questions to further enable the researcher to 
select the qualified participants. The selected participant are decision-makers within their 
section and are directly involved with services and are custodian fleet. The study aims to 
discover the individual views, understanding and perception about the phenomenon under 
study. The participants who qualified had to provide knowledge, insight and understanding 
based on their experiences (refer to who qualifies to be a participant). The selected individuals 
can provide the correct and rich data which directly reveal answers on what specific actions are 
required, what policies are required or need improvement, how to improve performance and 
fulfil the need of the study (established by the need of the study). Qualified participants with a 
good understanding of the problem are critical to the researcher to fulfil the needs of the study 
(Cooper & Schindler, 2014). 
The qualitative research design “holistically understands the human experiences in their 
specific settings” (Rahman, 2017:104). Denzin and Lincoln (2000) understand this in saying 
that qualitative research is a study which accommodates a variety of viewpoints, from 
epistemological to interpretive practices, for the purpose of understanding experiences of 
humans or participants in their natural setting (refer to where does the act take place). An open-
ended or semi-structured interview guide was used to obtain data through interviews (refer to 
how will the data be recorded). 
Cooper and Schindler (2014) affirm that the interview is the primary method to collect data in 
qualitative research and it can be used to collect data from individuals or groups, either face to 
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face or telephonically. The researcher opted for individual interviews with open-ended 
questions (see Appendix A) and using a tape recorder (see Appendix E for consent form) as a 
data collection method. In effect, using the interview method to collect data leads to (Gray, 
2004): 
o opportunities for probing further; 
o providing clarity in terms of misunderstood questions; and 
o highly personalised data being within reach. 
Babbie and Mouton (2012) highlight that one of the advantages of face-to-face interviews 
(open-ended) is the response rate, which is higher than with other methods. In addition, Arksey 
and Knight (1999) provide some characteristics of face-to-face interviews. The participants are 
in a position to provide adequate information and the likelihoods could be explored more. With 
this, there is the possibility that more information can be probed.  
Semi-structured interviews are non-structured and the interview structure could be changed 
and adapted in order to probe further. This is very important as more authentic information can 
be acquired in this way to ensure that the “phenomenological approach is being taken where 
the objective is to explore subjective meaning that respondents ascribe to concepts or events” 
(Arksey & Knight, 1999; Cooper & Schindler 2014). 
In order to draw a meaningful conclusion in this study, the face-to face interview was used to 
collect data. Qualitative data instruments such as face-to-face interviews (tape recorder) (refer 
to how will the data be recorded for later analysis) are effective in qualitative research as they 
are able to collect data from participants’ natural settings in order to understand the human 
experiences through highly personalised data (Gray, 2004). 
There are also disadvantages to using interviews for data collection. Gray (2004) mentions that 
the difficult part is to analyse such data because of its probing nature and its ability to generate 
more information as the interview progresses, constituting the possibility that the responses 
could be generalised. This disadvantage was eliminated by selecting a sample allowing for 
subjects to be viewed from all viewpoints. This process was repeated until data 
comprehensiveness was reached and provided consistency in terms of questions asked. The 
limitation of the semi-structured interview is also discussed in detail in the next chapter.  
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3.4.5. Interview schedule  
The interview method was chosen to ensure the researcher the opportunity to probe the in-
depth quality of the responses. This is done where a researcher wants to encourage the 
participants to explain, or build on, their responses. There were 19 questions in total, banded 
together into four sections (see Appendix A). The sections are described briefly as follows: 
Section A: The first four questions gathered brief background information, current roles of 
participants and their understanding of the decision-making concept and difficulties of 
decisions. 
Section B: This section comprises six decision-making questions. It sought to understand the 
participant’s views and understanding of perceptions regarding the factors that affect the 
implementation of decision-making in the municipality. 
Section C: This section consists of three questions about the competencies of sections and 
managers. 
Section D: This section comprises six questions on the effectiveness of management. This 
section sought to understand the relationship between effectiveness and managerial decision-
making. The section aimed to understand the importance of applying decision-making practices 
with the intention of improving effectiveness.  
The details of the interview questions were in line with the explanations offered in the above 
data collection section.  
3.4.6. Data analysis 
Nieuwenhuis (2007) views data analysis as an ongoing processes which connects gathering, 
sorting out, studying and writing up of data. Thematic analysis was used in this research with 
the purpose of understanding the effectiveness of managerial decision-making practices in the 
workplace. Qualitative content analysis was adopted for the study to seek out recorded data 
which are critical to the study under investigation (Drisko & Maschi, 2016). “Qualitative 
content analysis is a research method for the subjective interpretation of context data through 
the systematic classification process of coding and identifying themes or patterns” (Hsieh & 
Shannon, 2005:1278). Polit and Beck (2004) argue that content analysis is multidimensional 
and not easy compared with quantitative analysis because its processes are not uniform and 
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transcribed. The truth is that this method is as easy or as difficult as the researcher determines 
it to be (Neuendorf, 2002). In order to attain the trustworthiness and validity of the research 
findings, precautionary measures were taken against the complexity of the analysis method. 
According to Hsieh and Shannon (2005:1279–81), “conventional content analysis is generally 
used with the study design whose aim is to describe the phenomenon. Directed content analysis 
is based on the use of the relevant research findings and summative content analysis is used for  
reviewing of literature. According to Hsieh and Shannon (2005), the coding differences in 
content analysis is as described in Table 3.2 below. 
Table 3.2: Coding differences among three approaches to content analysis 




Timing of defining 
codes or keywords 




Observation Codes are defined during 
data analysis 
Codes are derived from data 
Directed content analysis Theory Codes are defined during 
or before data 
Codes are derived from theory 
or relevant research findings 
Summative content 
analysis 
Keywords Keywords are identified 
before and during data 
analysis 
Keywords are derived from 
interest of researchers or 
review of literature 
Source: Hsieh and Shannon (2005:1286) 
Directed content analysis was applied because codes are derived from theory and research 
findings. Coding and transcribing indicated to the researcher whether new themes were 
emerging from the interviews. The objective did not relate to the development of new decision-
making practices but to investigating the effectiveness of managerial decision-making 
techniques in the organisational context, which is GMLM in this case. The effectiveness of the 
managerial decision-making concept is discussed by Robbins and Coulter (2012). They argue 
that the effectiveness of managerial decision-making consists of the following characteristics: 
1) it centres on what is necessary; 2) it is reasonable and stable; 3) it recognises both “subjective 
and objective” thoughts and brings together rational with intuitive reasoning; 4) it insists on 
only facts and assessment that are vital to resolve a unique challenge; 5) it promotes and guides 
by bringing together significant information and informed opinion; and 6) it is open, consistent, 
easy to use and flexible. 
The decision-making and effectiveness concepts were considered when analysis of data was 
done. Some of the codes and themes were generated when the data were grouped, collapsed 
and interpreted based on what the researcher heard during the interviews. For this reason, the 
process of generating codes and themes was an important step, as it provided the researcher 
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with a better understanding of the participants’ insight and knowledge through information 
provided during interviews (Merriam, 1998). 
3.4.7. Validity and reliability  
Validity refers to the degree to which a practical measure successfully reflects the real meaning 
of the perceptions under attention (Babbie & Mouton, 2012). In general, this is an indication 
that the intended purpose of the research study truly and honestly reflects its outcomes. This 
means, for example where the participant requests clarity in some interview questions asked, 
to steer clear of giving away answers. This exercise was important as the researcher exercised 
caution at all times to avoid giving answers expected by participants. 
To ensure that validity is endorsed, several factors were considered according to which the 
sample was selected. Since those selected were involved in the decision-making process, the 
participants were viewed as adequate for data collection. Purposeful sampling was selected for 
the present study. The researcher selected “topic-specific experts” to be part of the study as 
participants, based on their role and direct involvement with the fleet management. The study 
population targeted were middle managers for different sections within GMLM departments 
and who were secondary in decision-making and represented service delivery within GMLM. 
This enabled the researcher to not spend long hours clarifying some of the concepts to 
participants and thereby giving away answers in the process. A tape recorder was used to record 
interviews and participants consented to the recording of interviews (see Appendix E). This, in 
turn, played a very important role in ensuring that there is a backup of data and further assisted 
in eliminating typing errors during the transcription of interviews. 
3.4.8. Reliability 
Saunders et al. (2016) argue that reliability is another term for consistence or reliability 
overtime. Heppner and Heppner (2004) define reliability as the variance in scores due to 
differences between individuals. Reliability refers to the extent to which the data collection 
technique will bring in consistent findings. Reliability ensures that similar observations would 
be made or conclusions reached by other researchers; there is transparency in how sense was 
made from the raw data. Some of the participants of this study were decision-making 
individuals within their departments and also the custodians of fleet management within the 
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municipality. Their contribution and participation in the study might have presented unrealistic 
situations in relation to decision-making practices in the municipality. 
The reliability of data collected could have been affected by the unfavourable behaviour of 
some participants. This behaviour relates to instances where participants were invited and 
confirmed their ability, only to find withdraw from the interviews due to unforeseen 
circumstances. For the researcher to identify new research participants to replace the excluded 
ones compromised the credibility of the data in terms of linking it to decision-making since the 
new participants were not custodians of fleet management within their departments. The 
responses provided by the remaining participants were used to analyse the rest of the data.  
3.5. Limitations of the study 
As qualitative research is confidential, the researcher had to be concerned about biases during 
the interviews. The following factors were considered: 
o Interviews with some participants were not conducted due to participants’ 
unavailability due to work and other commitments.  
o Some participants did not answer certain questions as required by the interview guide. 
The researcher did not probe further in search of related answers to eliminate the 
validity of the study. 
o The prospect of pursuing other participants was discouraged because other participants 
were not directly involved with decision-making processes with regard to fleet 
management. 
o The prospect of pursuing other participants was discouraged because they were not part 
of the service delivery department dealing with fleet management directly.   
3.6. Research ethics 
When ethics are discussed in a research design, the researcher has to consider the rights of 
participants and how to protect those rights. Cooper and Schindler (2012:28) highlight the 
important and ethical factors to be considered when conducting research, namely “explain 
study benefits, explain participant rights and protections and obtain informed consent”. The 




o A letter for approval to collect data was granted by the GMLM municipal manager in 
writing (see Appendix C). 
o Subsequent to the approval letter from the municipal manager, the selected participants 
were informed and following the acceptance to participate, an agreement was made 
between participant and researcher on the interview process, what to expect and what 
is expected during the study. A consent form signed by the participants was used for 
this purpose (see Appendices D and E).  
o The participants’ right to anonymity was emphasised and it was expected that the 
information provided by participants would remain confidential between the researcher, 
participants and municipal manager (see Appendix D). 
o Matters relating to the purposes and benefit of the study were explained to participants 
at the beginning of the interviews (Cooper & Schindler, 2014). 
 
3.7. Assumptions 
The study assumed that participants are aware about the need for decision-making success. 
Moreover, the study assumed that right and proper decision-making practices could be put in 
place by means of developing suitable organisational practises and promoting continuous 
decision-making learning within the municipality. 
3.8. Conclusion 
Information gathering requires the researcher to ensure that all biases are eliminated. The 
research methodology and design applied to the study were described and outlined in this 
chapter. The chapter further clarified the choice of research approach adopted and preferred by 
the researcher. In addition, the content analysis techniques that generated codes and themes 




Chapter 4: Presentation and Data Analysis 
4.1. Introduction 
In the previous chapter, the research design, methodology and ways and means of data analysis 
followed in this research were outlined. This chapter pays attention to and explains the data 
collection and analysis processes.  
The process of collecting data more often than not depends on two important steps, namely (1) 
diminishing collected data to practical quantities and (2) identifying codes and themes 
(Mouton, 1996).  
4.2. Data collection process 
The ethical conduct and behaviour of the researcher is critical in the opening stages of the data 
collection process. In the previous chapter, the research ethics guidelines were observed. To 
ensure that the ethics guidelines were adhered to and that participants were informed 
accordingly, a two-stage process was followed. First, a request to participate in the research 
was sent via e-mail to the participants. This was followed up telephonically to confirm and 
acknowledge the invitation. All the guidelines of research ethics, as listed in section 3.6, were 
followed. This exercise was crucial in understanding the unit of analysis and to ensure that the 
objectives of the purposive sampling methods were met.  
Purposive sampling was applied in this study to ensure the most suitable and relevant 
participants were selected and that the units selected could provide the researcher with their 
insight and evaluation. Three subgroups of operational managers, namely sectional head 
(operational), middle manager (operational) and middle manager (support), were identified 
within the population of 71 managers. The selected group was selected based on experience, 
being decision-makers in their sections and being fleet custodians. This meant that the selected 
participants were able to provide information that could not be obtained from other options 
(Taherdoost, 2016). 
Interviews were carried out during office hours and tape-recorded to minimise human and 
typing errors (see Appendices D and E for consent letters). Observations and body language 
displayed by participants were noted and recoded separately. The duration of the interviews 
was planned for 50 minutes, and they lasted on average 45 minutes each. 
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4.2.1. Transcript system 
In an open-ended interview, the researcher to some degree has no control of discussions or 
proceedings relating to answers provided by the participant as a result of the language used 
during the interviews. Therefore, open-ended answers may require translation and 
transcription. This type of data collection technique brings forth the possibility of discovering 
that participants’ responses are unbiased, and enables participants to put themselves across 
freely when answering questions. Additional information is therefore provided that is not 
necessary for the purpose of the research. Ethics plays an important role when conducting 
research to ensure that it points precisely towards the experience of participants (McNulty, 
2012). While the participants’ narratives were recorded and transcribed, some of it was not 
considered for data analysis. 
4.3. Data analysis approach 
The content analysis method was adopted for this research. Content analysis begins by shaping 
the unit of data that will be analysed as the first step. The second step, which is the systematic 
processes for drawing and coding, will follow from the text (Cooper & Schindler, 2012). An 
inductive content analysis method focuses on generating theory from collected data (Williams 
& Moser, 2019). According to (Saldaña, 2013:3), coding involves “assigning numbers or other 
symbols to answers so that the responses can be grouped into a limited number of categories. 
Coding is the simplest operation of identifying segments of meaning in your data and labelling 
them with a code”. Charmaz (2006) refers to coding as the fundamental link that brings together 
the relationship meaning between data collected and explains the meaning of the data. Coding 
is executed by going through summarised events and marking off each event with the number 
assigned to an area where this event is relevant. Most important in the coding process is to 
make certain that coding practises are explained, accurate and repeatedly applied in order to 
agree with validity and reliability standards associated with qualitative research (Williams & 
Moser, 2019). 
This coding process can further be classified into open, focused, axial and selective coding 
(Saunders et al., 2016). The opening or initial code places emphasis on identifying concepts 
and themes which are distinct for categorising (Saunders et al., 2016). Focused coding is to 
decide which of the initial codes to use to develop the analytical and explanatory focus on your 
coded data. Selective coding is done to identify one of these principal categories, and axial 
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coding focuses on emerging themes, refining, aligning and categorising these themes. Axial 
coding puts the information back together in new ways by making connections between 
categories and subcategories (Heppner & Heppner, 2004; Strauss & Corbin, 1990).  
Axial coding was applied in this research in an attempt to answer what Charmaz (2006) calls 
the when, where, why, how and with what questions. In order to achieve these organising 
objectives, the researcher needs to engage in continuous analysis, cross-referencing and 
refining theme categorising. The themes underpinning the research study, defined by a 
fundamental construct of decision-making and effectiveness in the workplace, were established 
from the practices of managerial decision-making in GMLM. 
The participant interviews served as the process of data analysis. The coding processes were 
guided by the research question and objectives. In the first stage, the interviews were recorded 
using a tape recorder according to sequence of the questions. This was followed by alignment 
of all questions explored in the research, as outlined in Chapter 1. Figure 4.1 depicts the process 
of data analysis as an explanation. 
 
               
                                                    
  
Figure 4.1: Data coding technique used in the research 
Saunders et al. (2016) and Miles, Huberman and Saldaña (2014) suggest that the process of 
data analysis consists of three sub-processes, which consist of three concurrent stages. In this 
research, the three stages of data analysis were adopted. This was in line with the interactive 
process of the qualitative data analysis approach, which is systematic and provides structure to 
the coding and developing of themes. Effective data analysis means that the data are integrated 
into a process of three steps, where data will be analysed, interpreted and incorporated into the 
context in order for business decision-making to take place (Scarisbrick-Hauser, 2007). The 
three-stage process is highlighted next. 
Selecting the unit of 
analysis-coding 
Consolidation of raw data 





4.3.1. Data coding stages 1–3 
Clarke (2008) posits that data analysis in qualitative research occurs from the data gathering 
phase to the interpretation and analysis of the data. Saunders et al. (2016) list the following 
steps to analyse data qualitatively: expanding by developing data into categories; recognising 
relationships between categories and then integrating by coding the unit of data based on these 
codes; and deciding on the unit of data to attach to the categories. The three-step process was 
adopted for this research and is outlined next. 
Stage 1: Developing meaningful codes or categories 
According to Saunders and Lewis (2009), the first step in analysing qualitative data is to 
develop meaningful codes or categories to describe the collected data. The objective is to search 
for general statements in order to determine the correlations among sets of data. The ten 
interview recordings were transcribed in English (verbatim) and recorded using Microsoft 
Word format. The preparation was time consuming but it was valuable as the researcher was 
able to correlate similar topics and concepts found in the transcripts, while the sorting enhanced 
the ease of data categorisation. Coding is a vital part of the analysis of qualitative data whereby 
individual pieces of data are classified and categorised. Coding is the thoughtful processes that 
bring together pieces of data collected and their meaning explained (Charmaz, 2006). Williams 
and Moser (2019:47) explain that coding methods “employ processes that reveal themes 
embedded in the data, in turn suggesting thematic directionality towards categorising data 
through which meaning can be negotiated, codified, and presented”.  
Cooper and Schindler (2012) indicate that coding involves allocating numbers or any other 
significant signs to answers in order for the interview responses to be grouped into some degree 
of categories. According to Saunders et al. (2016:580), “coding is used to categorise data with 
similar meanings.” Coding is therefore an important means to manage data so that it may be 
rearranged and retrieved under relevant codes. Some of the data that were collected through 
interviews were discarded because it was not in line with the scope and purpose of the study. 
However, the discarded data were verified, and it was ensured that none of it was evidence that 
could have resulted in the making of essential themes related to the study. All the themes were 
allocated a unique number that is linked to the research questions. 
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Stage 2: Selecting units of analysis 
After establishing codes from the interview transcripts, the process of identifying codes with 
similar meaning or context was undertaken. Data were analysed with the intention to establish 
themes or categories. Created codes were lined up to link with the main research questions and 
a theoretical construct, as discussed in Chapter 2. This exercise was important as the study did 
not propose the development of a managerial decision-making model as an alternative; it was 
intended to better understand how managers are effectively making decisions within the 
existing work environment (intended to understand better the managerial decision-making 
environment). Context and codes which were similar were matched and grouped together. The 
preliminary data coding process resulted in six themes and these themes were compared, 
discussed and aligned to the study variables, namely managerial decision-making and 
effectiveness. 
Stage 3: Making sense of data generating themes 
The generated themes were supplementary to aligning the data with the variables of the study, 
namely decision-making and effectiveness. In this stage of the study, the researcher did not try 
to develop new knowledge. Instead, the aim was to understand the factors that inhibit 
compliance to the current fleet management policy and to develop processes that can be applied 
to ensure that managerial decision-making is optimal. The participants were asked 19 
questions, of which two were related to background, including personal information. The 
responses are briefly summarised in Figure 4.2, which further illustrates the processes used to 












Question number Codes Coding 
Question A7 The process to benefit the 
company 
1 EDM 
Executed to reach an 
objective 
2 EDM 
Question B1 Improve speed of decision  116 ACED 
Figure 4.2: Process of numbering codes and themes 
The two variables which form part of the study were used as a guide to discover and identify 
themes. These themes were arranged in line with the objectives of the study. These themes 
were discussed in terms of the two identified variables which underpinned the purpose of the 
study.  
For ease of coding, Figure 4.2 was used as an example to arrange coding and formatting of data 
and generated themes in line with participant responses. Codes were created in the first phase 
of analysis and numbers allocated, as depicted below. 
o For every question on the interview guide, a number was allocated to highlight the 
section and number of questions in arithmetical order. In this case, the number B3 is 
explained as follows: B symbolises the section and 3 refers to the question number in 
arithmetical order. For instance, section D has 5 questions; the last number allocated in 
this section will be shown as D5. 
o Data were reduced and grouped according to the similar meanings and contexts that 
resulted in the derived codes. 
o Numbering of codes was done by assigning the question numbers in ascending order. 
The second part of generating coding numbers involved the inclusion of an important 
aspect that defines a specific question. 
The whole table presenting the data coding in tabulated form is attached as Table 4 in 
Appendix F. 
Question 3 of the 
total number of 












4.3.2 Identification and labelling of codes 
The research questions were identified by a combination of section category and question 
number. The numbering was aligned to the categories of the questions, as shown in Table 4.1. 
Table 4.1: Grouping and numbering of codes 
Question 
no. 
Code Coding number 
Question 
A4 
There must be sense to it 1 EDM 
Executed to reach an objective 2 EDM 
One must have the knowledge 3 EDM 
Skills to analyse data for a decision to be taken 4 EDM 
Value of the decision, right decision taken at the right 
time 
5 EDM 
Decisive and which will be progressive towards 
objectives  
6 EDM 
Benefit the community and the community bears the 
fruit 
7 EDM 
Consequence management  8 EDM 
Consider all aspects 9 EDM 
Impact positively on the functionality of the institution  10 EDM 
Question 
A5 
Inadequate resources 11 DF 
External/outside influences 12 DF 
Environment we find outside (political/hostile/threats) 13 DF 
Hierarchal processes and non-clear functions are 
cumbersome 
14 DF 
Lack of buy-in 15 DF 
Political pressure/threats 16 DF 
Inadequate resources 17 DF 
Lack of understanding of policies/legislation/by-laws 18 DF 
Processes and protocol not followed 19 DF 




Service delivery and problem-solving 21 TRI 
Service delivery and resources 22 TRI 
Service delivery and objective of the organisations 23 TRI 
Crisis management 24 TRI 
Non-delivery of service, public outcry and legislative 
processes 
25 TRI 
Cost-effectiveness and quality service/products 26 TRI 
Daily complaints and requests  27 TRI 
Interest of the institution and friendly environment 28 TRI 
Circumstance and what is required from us 29 TRI 




Decision-making is an experience 31 E/T 
Learn as you grow/exposure 32 E/T 
Rely on guidelines in certain processes/experience 33 E/T 
Prior training and exposure 34 E/T 
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Training not adequate/exposure 35 E/T 
External organ of state/exposure 36 E/T 
Through human/soft skills or exposure 37 E/T 











It is a thought process 41 DMP 
Three-step process / variety of options 42 DMP 
Policy and legislation as guidelines 43 DMP 
Follow standard operating procedure 44 DMP 
Gut feeling / intuition  45DMP 
Gut feeling / intuition 46 DMP 
Procedure / reasoned judgement / benchmarking 47 DMP 
Standard operating procedures / satisficing 48 DMP 
Priority list that needs to be followed 49 DMP 
Decisions to be aligned with standard operating 




Sometimes we take a direct decision 51 DMS 
I like to have options and a variety of options 52 DMS 
Autocratic style yields results 53 DMS 
I prefer micro-management style; it is more effective 54 DMS 
My style has elements of democratic processes 55 DMS 
For me, it is more of having a buy-in from stakeholders 56 DMS 
I discuss with my team/subordinates 57 DMS 
Consultation is advisable if you need results 58 DMS 
Shift among styles to achieve specific goals 59 DMS 






Developing and creating alternatives 61 DMP 
Free-willing is encouraged 62 DMP 
Value continuous process to establish consensus 63 DMP 
Supporting the continuous process 64 DMP 
Implementation is achievable  65 DMP 
Lot of background to understand/knowledge 66 DMP 
Like to work on facts instead of assumptions/teamwork 67 DMP 
Variety of circumstances 68 DMP 
Illiterate in this regard/improve process 69 DMP 




Lot of background to understand 71 DMIYE 
Level of understanding improves 72 DMIYE 
Variety of circumstances 73 DMIYE 
Brings sense of accountability 74 DMIYE 
Knowledge improves 75 DMIYE  
Improved processes 76 DMIYE 
Additional thoughts 77 DMIYE 
Very clear goals 78 DMIYE 
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Avoiding conflicts / conflict management  79 DMIYE 
Improve attitudes        80 DMIYE  
Intergraded approach 81 DMIYE 
Streamline the processes 82 DMT 
Question 
B7 
Correct processes are applied 83 DMT 
Dynamic processes in nature 84 DMT 
Eliminate bottlenecks 85 DMT 
Changing environment  86 DMT 
Enhance effectiveness of decision-making  87 DMT 
Balance the individual levels with different needs 88 DMT 
Level of understanding improves 89 DMT 
Know what you are doing 90 DMT 
Interpretation of policies 91 DMT 
Ability to implement the standard operating procedure 92 DMT 
By-laws and policies 93 DMT 




Attitudes improve 95 DMPKP 
Improve understanding 96 DMPKP 
Exterminate the danger of complaining 97 DMPKP 
Information gathering 98 DMPKP 
Goal attainment is achieved 99 DMPKP 
Balance the need of individual 100 DMPKP 




Lack of buy-in 102 DMPKC 
Affects the decision-making process 103 DMPKC 
Decision-making will backfire/reverse 104 DMPKC 
Difficult to enforce accountability 105 DMPKC 
Difficult to operate 106 DMPKC 
Inadequate resources and vastness of regions 107 DMPKC 
Decisions are not throughout thought 108 DMPKC 





I think laws, by-laws and procedural structure  110 SFM 
Necessary support based not on factors but on the roles 111 SFM 
Local government is highly regulated … we got 
MFMA (Municipal Finance Management Act) that 
tells you how to do your job 
112 SFM 
That is why we have policies that are based on MFMA, 
labour and bargaining councils and … 
113 SFM 






…. institutions have the vision and mission, the 
legalities of your fleet are …. vision and mission 
115 SFS 
Our legislation has helped us a lot … the integrated 
waste management plan is what we have 
116 SFS 





Knowledge improvement is a must 118 ACED 
Training is the key to improve effective decisions 119 ACED 
Learning the processes is vital 120 ACED 
Red tape is hampering decision-making 121 ACED 
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Integrated system management is important 122 ACED 
Decision-making could be improved with data backup 123 ACED 
Skills alignment is crucial  124 ACED 
Political administration to be managed 125 ACED 
Eliminates biased decisions 126 ACED 
Improves synergy within three pillars 127 ACED 
Increase the speed of decisions 128 ACED 




Buy-in from employees 130 ME 
It is easier for you to have accountability 131 ME 
Effectiveness in this regard depends on circumstances 132 ME 
The sophisticated mechanism is authoritarian; you are 
going to be found wanting 
133 ME 
Get additional thoughts 134 ME 




Feedback 136 DLI 
Through self-reflection 137 DLI 
Feedback 138DLI 
Evaluation of decisions inadequate 139 DLI 
Training groups / programmes 140 DLI 
Dialogue and workshop 141 DLI 
Mechanism to deal with outcome of decisions 142 DLI 
Introspection of a decision 143 DLI 
Ability and knowledge to improve previous decision 144 DLI 




To promote correct process 146 VDMT 
Eliminate bottlenecks 147 VDMT 
Speeding up the process 148 VDMT 
Dynamic processes to adjust skills in changing world 149 VDMT 
Interpret how everybody buy into it 150 VDMT 
Better ways to improve problem-solving skills 151 VDMT 




Training to make effective decision 153 DMTIT 
Data-driven decision-making training 154 DMTIT 
Reading, interpreting and understanding legislations 155 DMTIT 
To improve better ways of doing things 156 DMTIT 
On how to interpret policy document 157 DMTIT 
Target-oriented decision-making 158 DMTIT 
Conflict management training 159 DMTIT 
Senior management must have more knowledge 160 MS 
Question 
D6  
Effectiveness of decisions 161 MS 
Everybody needs guidance 162 MS 
To look at the environment and take a decision 163 MS 
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You need skills to understanding people’s moods 164 MS 
There are better ways of doing things and you start to 
use better ways to implement things 
165 MS 
Ability to meet the deadlines 166 MS 
  
 
4.3.2. Generation of themes 
Table 4.2 below shows how the themes were generated from the codes that were established 
from the interviews. The responses provided by the participants guided the data analysis, from 
which six initial themes were generated (Chapter 3). Analysis revealed the effectiveness of 
managerial decision-making in GMLM, as depicted in Table 4.2. 
Table 4.2: Generation of themes from codes 
NUMBER CODES THEMES 
1 EDM There must be sense to it 
Concept of effective decision-making 
2 EDM Executed to reach an objective 
4 EDM Skills to analyse date for a decision to be 
taken 
9 EMD Consider all aspects 
10 EDM Impacts positively on the functionality of 
the institution 
105 ACED Senior management must lead us 
Understanding effectiveness of managerial 
decision-making 
112 ACED Skills alignment is crucial 
145 VDMT Streamline the process  
146 VDMT Promote correct process 
149 VDMT Dynamic process to adjust skills 




Status of effective managerial decision-
making 14 DF Hierarchal processes and non-clear 
functions 
15 DF Lack of support/buy-in 
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18 DF Lack of understanding of policies 
19 DF Processes and protocol not followed 
35 E/T Training is inadequate  
38 E/T Budgetary constraints 
160 MS Senior management 
Supporting/stakeholder roles 
113 ACED Political principals 
115 ME Subordinates 
110 SFM Procedural structures 
67 DMP Teamwork 
130 ME Buy-in from stakeholders 
14 DF Non-hierarchal processes and unclear 
functions are cumbersome 
Process of improving managerial decision-
making effectiveness 
110 SFM Procedural structure is not in place 
145 VDMT Process not streamlined 
118 ACED No knowledge improvement 
14 DF Decision-making is cumbersome 
18 DF Lack of understanding of policies 
147 VDMT Bottlenecks hindering the process 
139 DLI Evaluation of decisions is inadequate 
7 ACED Improved decision-making 
Stimulates value / benefits of EDM 
94 DMPKC Provide adequate information 
81 DMIYE Integrated approach 
111 ACED Integration of systems thinking 
127 ACED Synergy 
128 ACED Improves speed of decisions 
87 DMT Enhance effectiveness of decisions 
 
Themes were generated as a result of grouping together various codes related to decision-
making and effectiveness in GMLM, although the objective of the study was not to link or 
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establish the relationship between two concepts. The new information generated is depicted in 
Figure 4.3. 
 
Figure 4.3: Status of effectiveness of managerial decision-making in fleet management 
environment of Govan Mbeki Local Municipality as revealed by data analysis  
Source: Author’s own construct 
4.4. Conclusion  
The main purpose of this chapter was to explain the data analysis method that was used to 
present the results. The interview transcripts from the participants’ responses formed the basis 
of the data analysis sequence. Data were coded to form themes and six themes were developed. 
Participant responses about the application of managerial decision-making techniques as a tool 
to improve effectiveness in the fleet management environment resulted in the generation of 
Figure 4.3. Chapter 5 will further discuss these results and direct quotes from participants will 
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Chapter 5: Discussion of Results 
5.1. Introduction 
The previous chapter provided the results of the in-depth face-to-face interviews conducted 
with the ten managers. This chapter analyses and interprets the results presented in Chapter 4. 
Insight into the research problem will be provided in this chapter by answering the research 
questions discussed in Chapter 1. The six themes identified in Table 4.2 have been related to 
the five research sub-questions to answer the research questions.  
5.2. Theme One: Discussion of the level of difficulty in decision-making 
effectiveness 
Research Question 1: How difficult does management find effective decision-making and why? 
All the participants (ten) indicated that it is very difficult to apply effective decision-making in 
their work environment, citing the lack of following protocol and different circumstances for 
managers. Decision-making is one of the cognitive processes of human behaviour and 
information processes of human are limited and biased. 
The success and failure of the organisation are influenced by the quality of the management 
that leads them (Pušeljić et al., 2015). Misra and Srivastava (2012) have found that managers’ 
decision-making ability is crucial for organisations to be effective because skills and 
competencies are required to make effective decisions. 
Effective decisions are difficult to make. However, improving decision-making skills using 
established decision-making practices will enable employees in the transport work 
environment to rise above these adverse results and perfect the effectiveness of managerial 
decision-making practices (Oosthuizen, 2014). 
Various themes emerged from data analysis as reasons for the ineffectiveness of decision-
making in participants’ work environment. Table 4.2 depicted the reasons for difficulty in 
effective decision-making. These are highlighted and discussed below in detail. 
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5.2.1. Non-hierarchical process and unclear functions make decision-making 
cumbersome 
There is a lack of non-hierarchal processes and the functions are not clear. The type of decision 
taken would depend on where the decision is taken – either politically or administratively. The 
difficulty is that a decision is taken by someone and it has to be endorsed by a manager. The 
challenge with this kind of decision-making is that it is difficult to implement because of the 
lack of ratification. This outcome is aligned with literature that states effective decisions result 
from a systematic process, with clearly defined elements, which is handled in a distinct 
sequence of steps (Drucker, 2017; Harvey, 2007; Intezari, et al., 2017). Robbins and Coulter 
(2012:193) list an effective decision-making process as follows: 1) it centres on what is 
necessary; 2) it is reasonable and stable; 3) it recognises both “subjective and objective” 
thoughts and brings together rational with intuitive reasoning; 4) it insists on only facts and 
assessment that are vital to resolve a unique challenge; 5) it promotes and guides by bringing 
together significant information and informed opinion; and 6) it is open, consistent, easy to use 
and flexible. 
Making decisions can be more taxing than expected. There are many strategies used in 
choosing the best choice or alternative. The effectiveness of the strategy selected depends on 
the significance of the problem, goal, accessibility of resources, cost of other alternatives and 
that which will result in best optimising the strategy selected (Ahmed & Omotunde, 2012). 
Decision-makers keep hold of influential independence when using well-thought-out decision-
making strategies (Dalal & Bolunmez, 2016).  
In a complex and fast-changing “world of work”, decision-making has become inevitable for 
managers of any kind of organisation, and its effectiveness has affected the performance of the 
transport industry. 
5.2.2. There are many outside influences (external influence) 
One participant stated that “there are many outside influences 
(outside/stakeholders/politicians) and influential decision-makers; as a result, effective 
decision-making became very difficult.” The reviewed literature has revealed that the recent 
years have witnessed rapid changes in information technology, the new world economic order, 
the coming of new regional power and many other advancements. All these changes have 
presented a very dynamic world of increased population, inflation and social consumption, on 
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the one hand, and limited scarce resources, on the other (Nooraie, 2012). This was highlighted 
by one participant, who emphasised the limited scare resources when he said, “[s]ometimes it 
is very difficult because it all depends on resources, the amount of people or the amount of 
trucks you have. That can have a huge impact on your decision itself.” In a complex and fast-
changing “world of work”, decision-making has become inevitable for managers of any kind 
of organisation, and its effectiveness has affected the performance of the transport industry. 
Another participant stated that managers influence the decision-making process since they tend 
to look at the person who took the decision rather than the decision itself. One of the 
participants stated: “Instead, the focus of decision-making should be solely based on service 
delivery (the ability for the organisation/institution to render services to its communities).” 
However, another participant stated that “the most difficult part is lack of buy-in or the lack of 
belief from stakeholders is going to be very difficult to make effective decision”. 
5.2.3. Lack of buy-in or belief from stakeholders 
Lack of buy-in or belief from stakeholders was listed as one of the challenges that managers 
encounter. Managers make decisions in reaction to threats. When there is internal and external 
pressure due to environmental changes, it will affect the organisation and/or the industry. The 
manager needs to respond to such instances and increase performance. This is in line with the 
literature that states that dominant environmental factors include stakeholders as well as legal, 
ethical, socio-cultural and political affects decision management (Omarli, 2017). 
5.2.4. Lack of resources to support the decisions 
Lack of resources was the most mentioned factor affecting decision-making effectiveness. This 
finding is consistent with the literature that mentions limited scarce resources as one of the 
challenges that managers have been faced with in recent years, due to all the changes mentioned 
in Chapter 2. Various factors were identified and pointed out as constraints that managers face 
daily in their position, which includes lack of resources. One of the participants highlighted 
this by saying: 
“First, you need to check whether you have the resources to support your 
decisions and if you do have those resources, what is the impact of the 
decisions … when we put target as decision we must ensure that we have 
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support to the targets … Moreover, if we do not have support in those 
targets it will not be effective.” 
The literature review revealed this factor as one of the three factors of effectiveness, and it is 
critical for managers. In order to overcome constraints, effective managers need to work in 
conjunction with these constraints while trying to meet the day-to-day activities (Marouf & 
Samour, 2014).  
5.2.5. Conclusion to Research Question 1 
Effective managerial decision-making has been found to be very difficult by all ten 
participants. Four key factors were highlighted as reasons for decision-making being difficult, 
namely non-hierarchical process and unclear functions, external influence, lack of buy-in from 
stakeholders and lack of resources, and these factors are continuous and require organisational 
resources and buy-in from stakeholders. What method or practice managers apply and skills 
and training they acquire over the year play a very important role in the effectiveness of their 
decisions. These factors are consistent with literature, as discussed in each of the reasons above. 
These factors are found to be influenced by external and internal environments. Misra and 
Srivastava (2012) found that managers’ decision-making ability is crucial for organisations to 
be effective because skills and competencies are required to make effective decisions. 
5.3. Theme Two: Discussion of the techniques followed by management 
when making decisions 
Research Question 2: What are the decision-making practices followed by management in 
ensuring the effectiveness of decisions? 
The participants were asked an open-ended question to explain the techniques they follow when 
making decisions within their work environment to ensure effectiveness of the decision. As 
depicted in Table 4.1, the majority of participants indicated that they prefer brainstorming 
techniques. In most scenarios, managers make decisions as individuals. However, decision-
making is often not an individual effort but rather part of a group effort. 
These findings support the literature that states that decision-making skills, methods, practices 
and techniques are some of the factors that contribute to the ineffectiveness of decision-making 
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in the work environment (Heyns & Luke, 2012; Oosthuizen, 2014). The practices followed by 
managers in decision-making depend on the type of decision that needs to be made.  
The changing business environment implies that not only do managers rely on decision-making 
methods/practices, but the effectiveness of the decision is critical to any organisation. This also 
applies to the transport work environment. Improving decision-making skills using established 
decision-making practices will enable employees in the transport work environment to rise 
above these adverse results and perfect the effectiveness of managerial decision-making 
practices (Oosthuizen, 2014). 
One of the participants (Participant 10), however, indicated that they preferred the stepladder 
technique when they are unsure about the end results. The literature states that the stepladder 
practice places emphasis on the decision-maker’s independent contribution to systematically 
assist one in reaching the results which the group considers (Oosthuizen, 2014).  
5.3.1. Conclusion to Research Question 2 
With the discussions and findings above, effective decision-making is vital for any 
organisation. Choosing the correct practice for effective decision-making is imperative for any 
organisation. The decision-making practices should consider all factors associated with the 
compliance of policies that govern the organisation at all times. The absence of decision-
making practices is a good case and piece of evidence of these findings. It was proven in this 
research that managers approach decision-making according to their own understanding and 
interpretation. Their understanding is based on their own unique experience. The interpretation 
is associated with gut feeling and intuition. This explains why there are different ways of 
making decisions, as indicated by the participants, and this is challenging to ensure that unique 
decision-making practices are followed.   
5.4. Theme Three: Discussions of the compliance to fleet management 
policies  
Research Question 3: What is the compliance with the current fleet management policies?  
The results of this question are shown in Chapter 4. The question was asked to understand the 
importance of policies within the organisation and whether these and by-laws could serve or 
assist the management in decision-making. This information is likely to provide an 
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understanding of policy strong points in terms effective decisions which could enable the 
effectiveness of decision-making. The factors are identified next. 
Consistent implementation of policies was ranked as the most important challenge to 
compliance, with nine of the ten participants indicating that implementation of policies and 
regulations is the most common challenge. “Managerial effectiveness is the ability of managers 
to achieve organisational goals by managing resources effectively, making decisions, and doing 
the right actions that contributes to achieving the organisational goals and strategies” (Marouf 
& Samour 2014:7). Decision-making effectiveness is highly dependent on implementation of 
policies. Two of the participants stated that when they said:  
“Policy gives strength in terms of effective decision. Remember, they are 
guidelines to develop by-laws and policies; as I have indicated, the problem 
is with implementation.” 
“With polices in place, decision-making will definitely affect your 
effectiveness. You see, policies bind everyone; it is not that you are just 
deciding on your own, but you are bound by the policies. As a result, it will 
be very effective.” 
Decision-making is a process and requires policy. Nesbitt and Sperling (2001) assert that public 
and private business operations that operate a fleet of vehicles require a good policy and the 
understanding of affected behaviours. The prospect of good policy and expected behaviour 
results in effective and efficient decision-making. Absence of proper policies and 
implementation as detailed above will affect effectiveness (Soltwisch & Krahnke, 2017). 
5.4.1. Conclusion to Research Question 3 
This research question was aimed at bringing to light and understanding the strength of the 
section, which could enable the effectiveness of decision-making. Participants identified many 
factors as reasons to understand the importance of compliance to policies. However, 
implementation challenges were discussed in detail as participants identified these as the 
biggest obstacle in decision-making effectiveness. “However, decision-making is inherently 
challenged by constraints on our mental capacity and the need to reduce some decisions to an 
automated process free of time-consuming analysis. Furthermore, there are inherent biases that 
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mitigate our ability to make rational decisions. Most people fail to recognise these challenges 
in their own decision-making” (Nation & Waymire, 2015:1).  
5.5. Theme Four: Discussion on ensuring better compliances in decision-
making practices  
Research Question 4: What recommendations are suggested to ensure better compliance in the 
decision-making practices?  
Participants were asked to explain how to ensure better compliance in their decision-making 
practices. The results of this question shed light on questions 14, 17, 18 and 19 of the interview 
guide. The questions were aimed at producing recommendations/suggestions to ensure better 
compliance from the participants in decision-making practices. In the previous chapter, four 
suggestions were recommended by the participants, and they were ranked according to the 
abovementioned questions. 
5.5.1. Skills shortages 
Skills shortages was ranked as the most important factor in ensuring that better decisions are 
taken. Decision-making is a critical component of any organisation; management skills are 
critical in making decisions relating to understanding the human factor, cultural diversity, age 
gap and working with teams. 
This outcome supports the literature, which states that decision-makers lack the skills to 
improve decision-making effectiveness and practices in the transport work environment 
(Oosthuizen, 2014). Managers do not have the necessary skills and training to improve 
decisions, which is a contributing factor in decision-making ineffectiveness (Heyns & Luke, 
2012). 
5.5.2. Training programmes  
Having training programmes within the departments “on experiences one has acquired over 
the years” was noted by most of the participants. Participants stated that experience has helped 
them to make decisions over the years. Knowledge gained by managers over the years on 
decision-making is important for the future of the organisation. Knowledge can be applied to 




Literature has indicated that lack of training in decision-making is one of the contributing 
factors to decision ineffectiveness in the transport and logistics business (Heyns & Luke, 2012). 
One of the participants drew attention to this by stating that: 
“If we lack the necessary skills, sometimes managers tend to do as we wish. On 
the other hand, if you are trained, you tend to get exposure and understanding 
of your working environment. And that the decisions are not always in your 
favour, you should prioritise the institutions first, some of decisions will 
influence you but if it is in favour of the institution is better.” 
Putting together a training programme will enable managers to understand legislation and to 
interpret policies. It will also assist in streamlining processes and improving decision-making 
effectiveness. This training programme should be compiled by industry experts and people 
with vast knowledge and experience so that managers could gain skills to enable them to adapt 
to the changing business environment.  
5.5.3. Decision learning  
Decision learning through feedback from stakeholders and self-evaluating the decision and its 
outcomes was noted as one of the critical factors by nine of the ten participants. One participant 
emphasised this by saying: 
“I always revert to the decisions I took previously on whether the decisions 
were correct or what. The only way to check this is after implementation … 
mostly from stakeholder [communities] in terms of appreciation or complaints 
and from there I can tell whether learning has taken place in term of decision.”  
Decision learning is how an organisation and their managers learn from their mistakes, and 
when mistakes are allowed, especially in these uncertain times where organisations need to 
change at speed (Kahneman et al., 2016). Organisations that learn require managers to change 
their pre-conceived ideas of management practices. Managers need to learn to improve the 
desires of their team members and the abilities of the organisations or entities that they lead. 
5.5.4. Decision-making practices  
Effective decisions are essential and one of the expectations for a high-performing 
organisation. The challenge is to make certain that good decision-making practice filters 
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through the entire organisation. Standard practices enable human resources to make decisions 
that are considerable to the organisation as well as its importance and standards (Michel, 2007).  
Decision-making practices empower employees to improve decision effectiveness. Having the 
capability to make good decisions is a defining attribute of a high-performance organisation. 
The challenge is to ensure that good decision-making practice permeates the entire 
organisation. Formal practices enable employees to make decisions that are meaningful to the 
organisation as well as its values and norms (Michel, 2007).  
5.5.5. Conclusion to Research Question 4 
Participants identified four recommendations under this question, training, skills shortage, 
decision learning and decision-making practices, to ensure that effective decision-making is 
realised. The results discussed were in harmony with some of the contributing factors of 
decision-makers in the transport and logistics work environment. The discussion of 
contributing factors to decision-making shows consistency with the literature reviewed in 
Chapter 2, and it is suggested that these recommendations are used as a way forward in dealing 
with addressing decision-making ineffectiveness in the transport work environment.  
Shortage of skills is a well-known problem in the transport and logistic environment. However, 
this could be eliminated through training overtime. Decision learning is part of managerial 
activities and could only be realised in learning organisations and through training. A training 
programme should be developed for the employees on policy matters and decision-making 
practices to reduce reliance on experience only. 
5.6. Theme Five: Discussion on optimising decision-making effectiveness 
Research Question 5: How can managers ensure or optimise the effectiveness of decision-
making management? 
Optimising effective management is concerned with results, consequence or attainment of 
organisational goals. Fonceca et al. (2017) are of the view that managerial effectiveness implies 
the extent to which an employee achieves the output requirements of the organisation by using 
their managerial skills and strategies through their workforce, peer groups and subordinates. 
With policies in place, decision-making affects managers’ effectiveness. 
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Abdul-Azeem and Fatima (cited in Marouf & Samour, 2014) identify other factors that are in 
support of the effectiveness of managers in private- and public-sector organisations. The study 
established that public-sector managers are influenced by the following factors: leadership, 
failures of management, decentralisation and delegation, boundary spanning and controlling, 
resource management, management by change, satisfaction and creativity, and relationship 
management. These are factors that favour managerial effectiveness. 
This is consistent with the finding that the problems that affect management are different, 
complicated and require innovative solutions and creative thinking. Furthermore, “creativity is 
a decision maker’s ability to discover original and novel ideas that lead to feasible alternative 
courses of action” (Anderson et al., 2014:2). Creativity and innovation are most important for 
the successful performance of any organisation (Jones & George, 2014). 
5.6.1. Conclusion to Research Question 5 
This question was posed to gain further insight relating to decision-making and how decision-
making could influence the effectiveness of managers in terms of their performance. All the 
participants highlighted that there are a variety of factors that affects performance in their work 
environment. As can be seen from the above, it is suggested that decision-makers’ ability to 
discover novel ideal leads to feasible alternative course of action. To improve effectiveness, 
managers need to consider themselves to be effective and are required to choose their line of 
work carefully, employ with judgment, create a productive environment, define success, link 
people and be a good communicator, develop workers to do their jobs better, build morale, take 
on projects themselves, and not make the same decision twice (Marouf & Samour, 2014). 
The changing business environment requires that managers not only rely on decision-making 
practice, but the effectiveness of the decision is also critical to any organisation. However, 
effective management is associated with specific decision-making processes (Soltwisch & 




Chapter 6: Conclusion and Recommendations 
6.1. Summary 
The primary aim of this study was to evaluate the effectiveness of managerial decision-making 
practices and to what extent the decision-making practices are appropriate to optimise the 
effective management at GMLM. 
The study provided the following insight into the decision-making practices of fleet managers: 
o Managers have a basic understanding of effective decision-making. 
o Most managers rely on experience rather than training for decision-making. 
o Effective decision-making is a challenge because of lack of buy-in, non-hierarchal 
processes and unclear functions, external influences and lack of resources.  
o Training is essential to streamline processes and improve decision-making 
effectiveness, and will increase exposure to terminology on decision-making 
practices/techniques. 
o Terminology is a constraint, especially regarding different decision-making 
practices/techniques. 
o Brainstorming is the most preferred decision-making practice when making decisions.  
o Managers value decision-making training in the workplace. 
6.2. Research limitations 
The findings of this study cannot be generalised as there were certain limitations. This section 
highlights the limitation to this study. These were: 
o The study was limited in focus as it was carried out in the local government 
environment (municipal level) operating in Mpumalanga South Africa. 
o The validity of data could be affected due to the selection of purposeful sampling as 
sampling method. 
o The sample cannot be representative of all managers because of the unavailability of a 




Taking into consideration the limitation of the study, recommendations are made, as discussed 
next.  
6.3. Recommendations 
With regard to the practical implications and recommendations for managers, the primary 
responsibility to avoid, identify and resolve ineffective decision-making problems in a 
municipality rests with the municipality itself. The following is recommended regarding the 
GMLM. 
Senior management and leadership: Decision-making forms part of the daily activities of all 
management and non-management employees in all organisations and should thus be taken 
seriously by the municipality. Effective decision-making should be established by adopting 
decision-making practices and techniques. This should include adopting activities that form 
part of the day-to-day work execution by municipal employees in various positions by 
developing and implementing a decision-making report flow system. 
Training: Training programmes should be developed for all employees on service delivery 
and policy matters. Training is essential to streamline processes and to improve decision-
making effectiveness. Training will also improve compliance with legislation, resulting in 
improved informed decisions and decision-making effectiveness, as well as reduce the reliance 
on experience only. 
Implementation of policies: Standard operating plans and vehicle and transport equipment 
policies should be developed and implemented. This exercise will assist in developing or 
reviewing a replacement policy for fleet. This should include the following factors: 
o Conducting conditional and functional assessment of fleet; 
o Carrying out a needs assessment of fleet; and 
o Replacing done in accordance with the approved replacement policy. 
Reviewing governance: The implementation responsibility should be institutionalised and 
operationalised. The activities outlined in the recommendations should be cascaded to all the 
officials of the municipalities who are directly involved in fleet management for service 
delivery purposes to improve performance of the municipality. 
Based on the above recommendations, future research could be done, as discussed next.  
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6.4. Future research 
o The study uncovered that brainstorming is widely used by participants in decision-
making practices. A quantitative study with a more representative sample to further 
understand other practices can be explored. 
o The study focused on only lower- and middle-management levels. An empirical study 
can be conducted involving senior and executive management to have a deeper 
understanding of management decision-making practices at senior level. 
o Future studies can investigate other modes of transport, the concept of decision 
management practices and their application. 
6.5. Conclusion 
Effective decisions are essential and one of the expectations for a high-performing 
organisation. The challenge is to make certain that good decision-making practice filters 
through the entire organisation. Standard practices enable human resources to make decisions 
that are considerable to the organisations as well as its importance and standards (Michel, 
2007).  
A lack of decision-making application and practices calls for attention to improve the overall 
performance of employees in a transport work environment (Oosthuizen, 2014). Improving 
decision-making effectiveness is an ongoing process which requires an adequate amount of 
training to improve the skills.  
Decision-making practice is an enabling function, requiring the leadership and management of 
all levels to implement an effective consequence system which is fair, transparent and in line 
with the collective agreements and legislation. It must also be responsive to the issues of 
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Appendix A: Interview guide 
SECTION B: INTERVIEW GUIDE 
o Introduction 
o Consent and professional rapport 
o Aim of the study 
QUESTIONS FOR RESEARCH STUDY  
The questionnaires consist of 4 sections with 19 questions in total. The first section gathered 
background information and the last three sections were aligned with the main question and 
research objectives. 
No. Interview questions for Govan Mbeki Municipality employees 
Section A: Background Data 
 Date  
 Start time  
 End time  
 Name  
 In which decade were you born?  
 Qualification/s   
1 Organisation/department/section  
2 Position/designation and how long 
have you been in your current position 
and organisation? 
 
3 How many years of experience in local 
government sector? 
 
4 In your understanding, what is 
effective decision making in the 
workplace? 
 
5 How difficult do you find it to make an 




Section B: Decision making 
1 What triggers your need for effective 
decision making in your workplace (TRI)? 
 
2 Did you by any chance receive training to 
make decision?  
 
3 Are there processes (briefly explain) in 
place that you follow when making a 
decision?  
 
4 Do you prefer any decision making style 
when you make a decision? 
 
5 Is there any specific decision technique, 
(briefly explain the technique) in your 
workplace that you follow when making a 
decision? If yes, what was the decision 
practice?  
 
6 In your opinion, do you think that decision 
making positively impacts on your 
effectiveness? Please elaborate.  
 
7 Do you make use of any decision making 
technique to improve effectiveness?  
 
8 Do you think there are any key positives in 
decision making practices? What do you 
think are the key positives in decision 
making practice?  
 
9 With decision making practices, what were 
the key challenges and how would you rate 
its effectiveness?  
 
Section C: Employees/Section Capabilities 
1 In your opinion, what exactly is needed to 
be done to improve decision making in the 
fleet management environment?  
 
2 In your understanding, what do you think 
needs to be done to strengthen the fleet 
management section in decision making?  
 






Section D: Managerial effectiveness 
1 Did you by any chance receive training or 
exposure to make effective decisions?  
 
2 Would you say that decision making 
training will be of value in your current 
position and why?  
 
3 In your opinion, how can decision learning 
be incorporated into the work 
environment?  
 
4 Do you make use of decision making 




5 Did you by any chance receive training or 
exposure to make effective decisions?  
 
6 In the process, do you think that managerial 







Appendix B: Letter to the Director: Corporate Services  
 
PRIVATE BAG X1017 
SECUNDA 
2302 
02 JANUARY 2019 
 
DIRECTORATE CORPORATE SERVICES 
GOVAN MBEKI MUNICIPALITY 




Dear sir/madam  
Re: REQUEST FOR PERMISSION TO CONDUCT RESEARCH  
I am presently registered for the M.Com degree in the faculty of Business Management at the 
University of Johannesburg. As part of this programme, I am required to undertake field-based 
research on a topic as approved by the senate of the University. My study entitled 
“EVALUATING THE EFFECTIVENESS OF MANAGERIAL decision making 
PRACTICES IN THE FLEET MANAGEMENT ENVIRONMENT OF GOVAN 
MBEKI MUNICIPALITY” will be conducted under the guidance and supervision of Mr S 
Ngcobo.  
I am writing to request permission to carry out the study on the abovementioned topic. I wish 
to administer a questionnaire and/or carry out open-ended interviews with employees of 
different management levels within the Municipality. 
You are assured that the study will not in any way interfere with the normal running of the 
municipality. The employees will be requested to take part in the interview in their spare time, 
and special times will be arranged for the employees’ interview. Copies of the 




Throughout the study and in the report that will follow, the principles of anonymity and 
confidentiality will be strictly observed. Should you deem it necessary, I undertake to favour 
your office with a copy of the dissertation reporting the findings of this study.  













Appendix D: Letter to participants 
Dear Colleague 
I am a student at the University of Johannesburg (UJ) and currently undertaking a Master’s 
dissertation on “Effectiveness of managerial decision making practices in fleet management”. 
I therefore humbly request you to take part in my study by assisting me to collect data for the 
purpose of my studies objectives. 
Data collection will be through face-to-face interviews be conducted with you. The primary 
aim of this study is to investigate the importance of managers’ use of decision making 
techniques, and to determine the extent to which the decision making technique and practices 
are appropriate to optimise effective management at the Govan Mbeki Municipality. 
The approval has been granted by the municipal Manager to conduct the study in Govan Mbeki 
Municipality (see attached request and approval letters). 
The interview should not take more than 45–60 minutes. I will be contacting you shortly to 




Appendix E: Consent form 
I would like to take this opportunity to firstly thank you for agreeing to be part of my study 
and, secondly, for dedicating your valuable time to be interviewed. Your knowledge and insight 
are important and it will indeed help me to better understand the challenges you experience so 
that I can understand the phenomenon under study.  
The objectives of the study are to: 
• identify the challenges/factors that are facing management and fleet operators of our 
organisation when making decisions; 
• identify the effective practices to be followed by users when making decisions; and 
• make recommendations on how decision making practices can be enhanced in order to 
improve organisational performance.  
Your focussed participation is required throughout the interview. As a result, it is estimated the 
study will take 45–60 minutes of your valued time. Information provided or shared will be kept 
confidential and it will be used only for the purpose of the study, as indicated in the letter 
addressed to the Municipal Manager. Therefore, you will remain nameless and the reference 
will be through the title/position with regard to the inputs made. 
The study may not bring direct benefits to you or the organisation, but knowledge gained will 
directly contribute to the body of knowledge on the subject decision making in fleet 
management and local government sector. No monetary benefit will apply to you by 
participating since the study is voluntary. A copy of the study will made available and 
recommendations made through the office of the Municipal Manager. 








Appendix F: Data coding 
TABLE 4 DATA CODING 










must be sense to 
it; it must be 
effective and it 
must benefit 
your company.” 
“It is a decision 




“One must have 
knowledge 
before you can 
take any 
decision. You 
must know the 
job. Because if 
you don’t know 
the job, you 
won’t be able to 
make some 
effective 
decisions so that 





all boils down to 
skills to analyse 
data for decision 
to be taken. 
Background 
experience and 
so forth plays a 
very big role 











stems from a 
decision taken 
and what 
decision is to be 
taken. The 
effectiveness 
will stem from 
the value of that 












is when you take 
a decision which 
is decisive, and 




objective of the 
organisation.” 
There must be 
sense to it and 


























TABLE 4 DATA CODING (continued) 






“It is when the 
decisions are 






bear the fruits 
in terms of 
local 
government.” 
“It is a decision 





within the people 
who have to 
implement that 
decision.” 
“When you do 
effective decision-
making you will 
have to consider all 
aspects, especially 
in institutions like 
this, what is your 
legislation says, 
policies, 
regulations etc.”  
“Is a decision process 
that will impact 
positively on the 
functionality of the 
institution where the 
decision was made”. 
Community 
bears the fruits 





Process that will 
impact 







TABLE 4 DATA CODING (continued) 
Question  P1 response P2 response P3 response P4 response P5 response P6 response Code 
generated 




“Sometimes it is 
very difficult 




people or the 
amount of trucks 
you have. That 
can have a huge 
impact on your 
decision itself.”. 
“It is very 
difficult, there is 




“Oh yes, I do. 
Because you 
find that we are 
not following 
the protocol. At 
some stage our 
decisions are 
influenced by 
managers in way 
that managers 
are not looking 
at the decision 
you have taken. 
They are just 
looking at the 
person who took 
a decision.” 
Looking in 
terms of the 
environment we 
found ourselves 
in, it is very 
difficult. 
“There are 
decisions that I 
can make that 
are at my level. 
But some of the 
decisions are not 
committed from 
where I am 
because it has to 
be approved 
somewhere and 
it makes it 





There is not 
ratification that 
comes back. So 
my decision lies 
like neither here 








difficult part of 
the decision is 
when you don’t 
have all the buy-














functions in a 
way are 
cumbersome 





TABLE 4 DATA CODING (continued) 
















have two legs. 
The political and 
administrative 
leg. If I want to 
take a decision 
an effective 
decision-
making, it needs 
to bypass or it 
needs to go to 




“If I have to 
give an 
example, you 
have to make an 
effective 
decision for a 
section, you just 
make sure that 
you have 
resources to do 
that.” 




very difficult for 
me because I 
don’t know all 
the department 
legislation. So, it 
is sometimes 
very difficult.” 
“It is not always 








of the decisions 
are not solely 
relying on me. 
Someone else 
must approve or 
support my 
decision.” 

















TABLE 4 DATA CODING (continued) 
Question  P1 response P2 response P3 response P4 response P5 response P6 response Code 
generated 
Question 6  
Triggers of 
decisions (TRI) 
“If you make a 
decision it must 
be based on 
service delivery 
and the people 
you are serving. 
Decision-




delivery is the 
first focus and 





ensuring that the 




“It is more of 
crisis 
management at 
the end of the 
day.” 








need to be 
rendered. 
Secondly, the 
public out there 











finance, we need 
to buy and 
whatever we 
buy should be 
cost-effective 
and of quality. 
Then we need to 






















outcry in terms 
of 
service/legislativ






TABLE 4 DATA CODING (continued) 








Question 6  
Triggers of 
decisions (TRI) 
“So whatever I 
see on a daily 
basis, the 
complaints that I 
get on the daily 
basis, the 
request that I get 
on the daily 
basis they will 
trigger the 
decision that I 




always in the 
interest of the 
institution and to 







“It all depends 
on us and on 
what our 
circumstances 
are and what is 
required from 
us. So, I need to 
identify that and 
evaluate these 
circumstances 
and base my 
needs or 
decisions on 






“Is the problem 
that needs to be 
solved or the 





  Daily 
complaints 






require from us 
Existing 
problem that 






TABLE 4 DATA CODING (continued) 







“No, in the 
company itself 







have 28 years of 
experience in 
the field I’m 
working on and 
my studies.” 
“I think on 
technical you 
don’t really get 
to learn but with 
the years on 
with experience. 




“Not at all. We 
didn’t receive 
any training. I 
have received a 
lot of training in 
the private 
sector because 
they provide a 
lot of training in 
that regard.” 
“I think it is 
based on 
experience and 







you in the 
certain 
processes that 
need to be done. 
So, yes. I think 
you learn as you 
grow and you 
take it from 
there basically.” 
“I have never 
received 
training. I have 
been here for ten 
years and some 
few months. I 













over the years 
NO 
Pick up over 
the years 
NO 
Prior training  YES 














TABLE 4 DATA CODING (continued) 


















does not allow 
us to have the 
training and due 
to exposure and 
experience we 
take decisions.” 










“I won’t say it 
was training. It 
is more of 
experience and 
the critical thing 




make your life 
much easier.” 








always refer to 
people who have 
been in the field 
longer and who 
have more 
experience more 
than me.”  















TABLE 4 DATA CODING (continued) 






“To resolve the 
problem, you 
need to find out 
what is the 
problem. We 
plan to assess 
the problem, 
what needs to be 





because it is 
going to have an  
effect on what 
you are doing.” 
 “I usually 
identify the 
problem, and try 
so see what is 
the cause of the 
problem and at 




options and I 












And I take my 
decision based 
on that and other 
guidelines. The 
appointment 
letter we were 
appointed with 
is part of the 
processes.” 
“Yes I have to. 
It is vital. 
You’ve got the 
processes you 
need to follow 
every day and it 
boils down to 
you know what 
needs to happen 
within these 
processes and 
then you execute 
it by that.” 
“In terms of the 
methodology in 
decision-
making, we look 
at various 
aspects. The 
other aspect is 
whether the 




deliver on as 
expected? Then 
there is a last 
point: the 
implement 




which are part 






“We are bound 
by processes. 
Remember the 
decision must be 
ethical. It must 
be just and it 
must be fair to 
everyone. For 
you to achieve 
those things, 
you need a 
process. But 
there is an 
element of gut 
feel. With some 
decisions you 
follow your gut 
feeling that the 
way to go is that 
way. Yes, you 
follow processes 
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there is a 
priority list that 
I need to 
follow.” 
“The processes 
which I check 
are to ensure 
that I sustain the 
rendering of 
services. Mostly 







process and this 
process are part 
of our decisions 
making.” 
“If I know the 
legislation by 
heart, then it is 
easy, but if 
something is 
new to me and I 
am not certain, I 
usually ask my 
colleagues. I 






do my own 
research and I 
would consult 
with relevant 
sections or I will 
read up. If I 
couldn’t get an 
answer I will 
benchmark with 
someone else 




that I normally 
follow are 
consultative. I 
will consult with 
colleagues on 











the like.”  
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happens is that 
you have a 











“I like to have 
options from 
everyone; more 
of an open 
decision style. 
To see who has 
got inputs that 
might lead us 
into the right 
direction.” 
I liked the 
autocratic way 
or style for me 
to make a 
decision because 
it teaches you 
and other people 
that you cannot 
be based on fleet 
alone. 
“I prefer a 
specific 
management 
style; I don’t 
have the word 
for it at the 
moment but if I 
have to follow a 
certain style I 
prefer micro 
management 





“I worked with 
people and I 




an element of 
democratic 
processes. I 
consult, I check 
with my teams 
and get their 
view points and 
then I take a 
decision based 
on that. But the 
parameters of 
legislation and 
the execution; I 
don’t rule 
anything out.” 
“That is why I 
am saying 
decision-making 
is based on buy-
in from 
stakeholders, 
which means it 
is not dictatorial 
and ensures that 
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“With me I 
bring my team 
and we discuss. 
We need to 
argue, because 
each and every 
person needs to 
bring out his/her 
opinion and at 
the end of the 






advisable if you 
need results 
because 
directive is a 
challenge in our 
municipality as 
you know that 
with us we do 
not have 
resources.” 
“I have a 
slightly different 
style than I have 
learned. I am 
more of a 
democratic 
person. I consult 
every time, but I 
have learned it 
is more of not 
the right thing to 
do. Sometimes 
you must be 




“In the field of 
work, I am at 
the emergency 
field, and if a 
life is at stake 
and you don’t 
have time to 
consult, you 
only give orders 
that must be 
followed. So 
you take a 
decision 
whether right or 
wrong as a 
leader you must 
be held 
accountable. I 
will say most of 

















the time that is 
the style I use 
but in cases 
where a life is 
not at stake a 
more 
consultative 
style is used 
because it is key 
if you are 
working with a 
team; your 
subordinate 
must feel part of 
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making practice  
(DMP) 




some time in 
recent weeks. 




with the drivers 
relating to a 
certain issue that 
needs to be 
addressed. The 
other one I had 
in group 
session.” 
“Firmness, in a 
sense that when 
you have an 
objection, 
sometimes I 
have to stand 
firm and say to 
everybody it 
must be done 
that way.” 
There is quite a 




day in region 3. 
An innovative 
solution was that 
vehicles need to 
fuelled twice in 
a week instead 
of every day; in 
future, we will 
be fuelling once 
a week. 
I like to work on 
facts instead of 
making 
assumptions. 
“The decision I 
took was two-
fold; first not to 
put pressure but 
to liaise with 
mechanical 





to cut grass, 
which was 
important for 
me. For me to 




deal with the 
backlog, I 
needed to be 
sure of the 
equipment that I 
will need. That 
is where 
implement 
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team together in 
order for us to 
discuss our 
challenges and 
have a common 
objectives.” 
‘There is the one 
where I split the 
Evander team. 
There is only an 
artisan for water 
and sewer. 
We’ve checked 






they are sleeping 
at work. It is 
becoming a risk 
and it affects the 
daily operations. 




so forth to get 
some clarity.” 




which I like to 
execute and out 
of that I have 
learned in the 
past couple of 
months that it 
should be 
collective. It is 








that is difficult 
to operate.” 
“I think there 
has been a 




abuse of leave 
by subordinates 




I then took an 
autocratic 
decision where I 
made an order 
for everyone to 
submit a leave 
plan so that we 
can be able to 
manage our 
leave properly. “ 
  Building on 










Decisions has to 
me made 
urgently-
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“I think it is 
very important 
in the decisions 
we take. As I 
have said in the 
beginning: 
sometimes you 
need to be clear 
cut and you 
need people to 
get involved in 
decision as well. 
It is effective for 
the end result 






At the beginning 









because one has 
to have A, B and 




takes a little bit 
longer to get 
done but is very 
effective.” 
 
“I think the one 
of brainstorming 
is the best, 
because it is like 
our policies that 
were never 














works as a 
team.” 
“Effectiveness 
in this regard 
depends on 
circumstances. 
To me, it is very 
important in 
that, especially 
if people are 
going to assist 
with 
implementation, 
it brings a 
positive energy 
to the team.” 
“Yes it does, as 
soon as people 
buy into the 
objective where 
to go, you make 
a decision based 
on that and it is 





decision. It is no 
longer your 
decision.” 
To be clear in 





Not learned are 
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“To me it is 
effective and I 
can rate 4 out of 
5 because 
sometimes you 
might find that, 
for example, we 
are a team of 4, I 
am the fourth 
one. You might 
find out that one 
of us is more 
reluctant 
especially in 
terms of a 
volume of the 
regions. Some 
of them are 
bigger than the 
others, so 
whenever you 
take a decision 
you may find 
that the region is 
too small. 
Something that 
would have an 
effect on goal to 
be accomplished 
versus the 
bigger region. “ 
“Consultative 
one and it is 
effective and 









stepladder is a 
good one; it all 
depends on the 
type of decision 
you need to 




















improves   
Additional 
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“From my point 




are taken and 
what is based 
on. This gives 
them at least a 
lot of 
background on 
what is the 
reason for them 





“Key positive on 
effective: the 
attitude of the 
people is a huge 
effect. If you 




you can receive 
positive input, 
but if you have a 
negative attitude 
then you receive 
a negative 
environment 
from the people. 
They don’t think 
and is a big 
problem.” 
“The key 
positive on the 
decision 
practices is that 
this is important 
because most of 
our workers are 
not conversant.” 
“For me, it is 
more of a 
combination of 
certain things 
which I like to 
execute and out 
of that I have 
learned in the 
past couple of 
months that it 
should be 
collective. It is 











that regard is 
very important 
because you are 
able to take out 
or exterminate 
the danger of 
not complying. 






“But then if you 
have buy-in, 
everyone knows 
and you go to 
hold everybody 
accountable and 
said we decided 
the certain 
objectives and it 
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made. So yes 
there are key 
positive in that 
regard.” 
  
“I can give an 
example from 
me. Most of the 
time am caught 
up in meetings 
and don’t have 
any knowledge 
on what is 
happening daily. 
The guys who 
experience daily 
challenges all 
the time are my 
subordinates. 
So, when I take 
my decision on 
something that I 




with them so 
that we can 
advise each 
other on how we 
can tackle that 
challenge. This 
is very critical 
and a key 
positives.” 
“The stepladder 
one, step by 
step, because it 
guides you all 
the way. 
Although I 
know where the 
goal is and I 
want to get to 
the top of the 
stairs, the 
stepladder will 
assist me in 
reaching my 





taken in a hurry 
you don’t get 
expected results 
that are you 
hoping to get.” 
‘The key 
positive of 
brainstorming  is 
that so that you 










egos.”   










End results can 
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“You can’t just 
force something 
down on a 
person; it creates 
conflicts. This is 
a key challenge. 
Sometimes if 
you want to 
implement a 
policy, people 
tend to be 
negative or try 
to frustrate you 
because they 
have their own 
motive behind it 
and to get the 
buy-in from 
them it is a 
challenge.” 
 
“At the end of 
the day, people 
you are 
consulting with 
are the people 
today or 
tomorrow you 
have to work 
with. Same 
problem you 
have to solve. 
So if they don’t 
have a buy in 
your resolution, 
it won’t be 
implemented 
and it will result 
in the problem 
not resolved. 




challenge is lack 
of buy in, it is a 
huge challenges 
in terms of 
decision 
practices.” 
“It is better to 










let us take part 
example with 
people who 




and that thing 
will also affect 
the processes. 
So stakeholder 
buy in is key to 






“But if you want 
to force a 
decision, it 
backfires to you 
alone. But if you 
have a buy-in, 
everyone knows 
and you are able 
to hold 
stakeholder to 
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“Based on the 
decision taken 
You might find 
out that one of 
us is more 
reluctant, 
especially in 
terms of a 











resources is the 











taken rushed and 
you don’t get 
expected results 
that are you 
hoping to get. 
Because the 




challenge is the 
three pillar of 
management/lea
dership not 
having the same 
vision in terms 
of decision-
making that is 
my biggest 
challenge.” 
  Inadequate 
resources  
Decisions that 
are not thought 
through 
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Question  P1 response P2 response P3 response P4 response P5 response P6 response Code 
generated 
Question 14 
Value in training 
(VET) 
“Ja, and to get 
experience is 
always to your 
benefit. You 
don’t reach a 
point where you 
think you know 
everything. So if 
there is any 
training, you 
receive it to 
streamline the 
processes and to 
use it to our 
advantage, to 
our company it 
is a benefit.” 
“Training would 
be of great 
value. In 
horticulture we 






getting a little 
bit of knowledge 
but not 
processes, we 
are not familiar 
with the correct 
processes and 
what options are 





important to add 
value to decision 
the institution is 
taking. So yes to 
be trained will 
have huge 
impact on our 
understanding 
and on daily 
activities.” 
“It is important 
that everybody 
gets training on 
this so that they 
can understand 
at the end. What 





“Training is key 
and remember 
training is a 
dynamic 
process. You 
train me in 2010 
and things are 
different in 
2015. I must be 
able to adjust 
my skills with 
the changing 
environment..” 
“It will because 
an effective 





and mission of 
the organisation, 
so you need 
some sort of 
training on how 
to interpret that 
so that 
everybody buys 
into it. If those 
things are 
included in 
training, it will 
enhance the 























the rational of 
decisions 
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to enhance our 
decision-making 
effectiveness. 
To add on to 
that remember 




plays a role in 
terms of that and 
also in terms of 
the age gap 
within the team. 
In terms of 
whether they are 
used to 
technology and 
you need to 
adjust and come 
up with better 
ways and your 
problem-solving 
skills that where 
it come in.” 
“You see, as I 




and the policy 
must be in line 
with the MFMA 
first and 
foremost. So 




you do anything. 
It is important 
that training in 
terms of a basic 
level of 
understanding to 




be able to see 
how legislation 
fits into policy.” 
“Training is 
very important 
















making. As I 
have mentioned 
previously, I am 
working with 
people’s lives 
and my function 
is to save 
people’s lives 
and properties. 
Therefore, in a 




can have either a 
positive or 
negative effect 
on the lives of 
the people you 
have taken a 
decision behalf 
on.” 
  Interpretation 
of policies 




Ability to make 
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P1 response P2 response P3 response P4 response P5 response P6 response Code 
generated 
Question 15  
Decision-
making practice 








is when you 
want to take a 
decision, you 
need to go and 
sit down to see 
what resources 






what function to 
be rendered and 
you will need to 
list people and 
the equipment 
you have and 
then you can 
start to make a 
decision.” 
“Any training 
that should be 




the council. You 
should be very 
familiar with 




Bylaws are very 
important and 
looking at what 
options are there 










decision in this 
institution is 





training are very 
important.” 
“That is why I 
liked about fleet 
– the training 
and fleet 
decisions are 
based on facts, 
nothing of 
thumb suck. 
You present the 
facts on this, 
how it is. 
Nothing about 
beating around 
the bush about 
certain things. If 
I don’t service 
the car or if I 
don’t upgrade 
my skills on 
time, one day I 
am not going to 
make a proper 
decision.” 
“Person must be 
skilled to be 
able to look at 
the environment, 
take a decision 
based on the 
environment, 
and see the end 
product. You 
must have the 
skill of being 
able to see and 
to look at the 
end as you start 
and you know as 




‘It is important 
that training in 
terms of a basic 
level of 
understanding to 




be able to see 
how legislation 
fits into policy. 
Like I told you, 
soft skills are 
important. For 
you to make a 
decision, I have 











































each and every 
person needs a 
refresher course 





comes with it. If 
you’ve got that, 
you will be able 
to understand 
and know that 
this decision that 
I used to take is 
no longer 
effective and 
there are better 
ways of doing 
things. You start 





dedicated one is 
important. You 
can have 
policies and all 
documents but if 
you do not know 
how to interpret 
the document it 
will affect your 
decisions.” 
“Not necessarily 
training to say 
how to make 
decisions but 
you must go and 
study. It does 
not matter what 
you are 
studying; it will 





you know what I 
mean? You got 
deadlines to 
meet when you 
study and 
you’ve got a 
huge workload 
to do and that 
teaches you to 
be disciplined, 
absorb a lot of 
information, to 
think open and 
to change your 
mind, how to get 
that information 











exposed to a 
conflict 
management 




  Refresher 
cause on 

















TABLE 4 DATA CODING (continued) 





“If you make a 
decision and see 
that it did not 
work out well, 
you need to go 
and think what 
you did wrong 
because in those 
mistakes you 
make, you learn 
something. So, 
by doing that it 
will assist you, 
if you need to 









think you are 
right at that 
moment or the 
circumstances 
let you think 
you are right. 




you will be able 
to learn and in 
that feedback 
one can learn 




will never know 




to be followed 
through monthly 
or weekly to 
bring out the 
level of skills 







you can allow 
training within 
the department, 




over the years. 
Then you have 
training groups 
and programmes 
that can assist. 
You can have 




certain things.”  
“With the 
decision you 
take, you must 
know that this is 




these are going 
to be negatives. 





“That is what I 




where you want 
to go and 
understanding 
the role they 
must play in 
order to achieve 
the objectives.” 
Putting aside 
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“Yes, I always 
revert back to a 
kind of decision 
I took, whether 
those decisions 
were correct or 
what and the 
only way is 
during or after 
implementation.
” 
“But if we get 
the highlight of 






“I have learned 
you must always 
be fair, always 
be honest. It 
basically boils 
down to yourself 
and fairness so 
that you know 
that if you got 
that own 
integrity and 
honesty and all 
sort of those 
things, you walk 
ten times further 
than if you have 
done it 
otherwise.” 
“Yes it is 
important 
because I am not 
perfect; I do 




regret, hence I 
do believe that 
skill can be used 




  Through self-
reflection 
Introspection 












TABLE 4 DATA CODING (continued) 










things in our 
working 
environment and 
I think there are 
a lot of factors 













need to be 
rendered and 
interference 
from outside and 
inside to be 
minimised or get 
rid of and lastly 
any person or 
individual that is 







at the end of the 
day it is still 
human being 
operate that 
system. Due to 
the fact that the 
system is 
running on its 
own, there is no 
incorporation of 
the systems 
mind of the back 
of the mind on 
what is working 
and on what is 
not working and 
the system so 
having data is so 
much important 
 “I have noticed 
that there is a 
lack of interest 
and am not 
talking about 
generally my 
section as such. 
You take certain 
pride and are 
willing to go the 
extra mile on 
certain things 
and have an 
understanding of 
what plays a 
vital role. I am 
not taking from 
management 
perspective and 






starts at the 
point of taking a 
decision itself. 
Every manager 
must be bold 
and be able to 





decision is poor 
or no 
management at 
all. I would say 
taking a decision 
is important 
because it is a 
life of the 
organisation. If 
you are in a 
public service, a 
decision you 
take affects 
people out there. 
It also affects 
“Most of the 
times decisions 
are not thought 
through 
thoroughly 




tend not to think 
our decisions 
through on what 
impact it will 
have on our core 
business in 




because we are 























required to make  
decisions needs 
to have a 








To render the 
service to the 
public, we need 
to speed up the 
processes. It is 
like a chain 
reaction, if the 
first chain 
doesn’t start to 
pull and 
streamlining and 
it does have an 
effect from the 
bottom. One of 
the most 
important thing I 
would like to 










process is a 
challenge 
because itputs 
huge pressure on 
for decision-
making.” 
the position of a 
government. 
Now if the 
government is 
not able to move 
away from not 
taking effective 
decisions, there 






are taken are not 
correct or not 
effective or 




the decision we 
are taking are 
not effective as 








of any business, 





will lose money, 




us who are 
working on the 
ground.” 
and business 
will close down. 
Competitors will 
outweigh you 
because you are 
not taking 
effective 
decisions. So to 
me effective 
decision-making 
is supposed to 
be a critical 
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making is not a 
Govan Mbeki 
issue; it is a 
national issue. 
Normally what 
is happening in 
South Africa is 
that we have 
nice policies 





You do that, but 
the problem is 
that it is an issue 
to implement 
Training is 
needed in the 
institution. 
Because if all 
can understand 
the importance 
of doing the 
things the right 
way, we can 
turn around the 
institution. 
Mostly there are 
some decisions 
that are taken in 
favour of the 




are suffering and 
those are the 
“You know, I 
think I want to 
use my previous 
example that it 
is standing out. I 
might not be, 
but you get 
people who are 
natural leaders 
and I am not one 
of them. I am 
more a follower 
than a leader but 
I am in a leading 
position so it is 
sometimes 
difficult for me. 
What I will say 
is always based 
on decisions on 
correct 


















important to the 
effectiveness of 














that is where the 
problem is.” 
things. But if we 
get the highlight 





way. Because at 




Not: I must 
defend water 
and sewer and 
you must defend 
fleet. We must 




got in your 
institution you 
are working in. 
Be honest, 
rather ask before 
you take a 
decision if you 
are not sure and 
let the people 
trust in what you 
are doing and 





The three pillars 




important for the 
institution and 
the decisions 
must be guided 
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Question  P1 response P2 response P3 response P4 response P5 response P6 response Code 
generated 
Question 18 
Strength of the 
section 
 
“The strength of 
the section are 
policies. Policies 
serve as 
guideline and it 
is a legal 
requirements. 







of policies. It 
helps a lot. 
Sometimes it is 
difficult because 
of the lack of, 
procedural 




Once you give a 
person a signed 
policy, it is a 
known fact that 
you will be 





policies to be 
followed, and 
the strength is to 





it is a legal 
requirement and 




“Strength of the 
section is trust. 
It is about 
giving necessary 
support not 
based on factors 
but based on the 
roles and 
funding as well 
to aid certain 
objectives.” 
“We are in a 
local 
government, 
which is highly 
regulated. We 
got MFMA. It 
tells you how to 
do your job. As 
a leader, the first 
thing is to make 
sure that you 
comply. We 
have got labour 
laws to which 
you need to 
comply. That is 
why we’ve got 























part is very 
critical/support 
system 
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are guidelines to 
be followed at 
all times in 
terms of how to 
implement 
decisions. As I 
have indicated, 
the problems are 




do give strength, 
because the 
institution has 
got the vision 
and missions. 
The legalities of 
your fleet are 
also driven by 
the same vision 
and mission and 
also drives 
production. So 
strength is that 
policy always 
guards you to do 
things the right 
way.  Every 
decision you 
make have a 
backup support 
on why you 
taken such and it 
is a biggest 
strength.” 
“Our legislation 
has helped us a 





plan that we’ve 





guided us and 
gave direction. 
We also follow 
our own 
initiative.” 
“Strength of the 





best practices.  
So yes policies 
do give us 
strength.” 










part is very 
critical 
It is a legal 
requirement 
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of the section 
 
“Success factor 
are policies that 
that are followed 
in ensuring that 
certain 
requirements are 
met. This also 
serve as 
guideline and it 
is a legal 
requirement. 








be in place. So 
this is a good 
guidance for 
everybody to be 
able to make a 
decision and is 
not based on 
what is 
happening now. 
It is based on the 
organisational 
objectives and 
from there it can 




 “I think in the 
environment we 
are operating it 
is more 
operational. I 






and in the 
execution of 
certain things. 
But, again, it 
boils down to 
what other 






is not an exam, 






firstly you need 
know what is 
expected, by 
evaluating the 
effects of that 
decision and at 
the same tie 
have 
mechanisms to 
deal with the 
positive and 
negative effects 




positive of the 
decision, But if 
you didn’t do 




wants to lead. 
You need to tick 
all the boxes and 
be able to make 
decisions 
towards 
achieving all we 
agreed upon. 
This have been 
our success 

















that from the 
onset, it means 
that you don’t 
know what you 
are doing and 
we say in 
English is a 
guess work. 
That is our 
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“To have a good 
understanding of 
the human 





critical for you 
or section to 
succeed. And 
these enables 












would come to 
that one that 
says some of the 
decisions won’t 
be in your 
 “In this specific 
section we have 
achieved a lot of 
goals, a lot. Our 
legislation has 
helped us a lot, 





plan that we’ve 
got and any 
other document 
from national 



















it must be in the 
favour of the 
municipality and 
if you are 
following it 
legal wise and 
through the 
proper bylaws, it 
has to support 
you. You must 
benchmark with 
that because in 
each and every 
decision you 
must have a 
backup support 
for why you 




guided us and 










have to think out 
of the box and 
that helped us a 
lot to move 
forward and to 
achieve our 
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decision must be 
knowledgeable 
and have insight 
on workings in 
other sections. 
What are the 
sectional co-










are going to fail. 
So management 
skills are very 







lengthy and that 
has a huge effect 
“Management 
skills are very 
important. 
People on the 
ground need 
guidance on one 
stage or the 
other. You do 
not know it all, 
so you always 
have to go to a 
person who has 
got the 
knowledge and 
required skill to 
assist you. I 
believe that with 
systems in place 
management 





to two of our 
managers that I 
report to them. I 
suggest that we 






find out that 
decisions are 










that we can 
improve a lot.”  
“Not 
management 
skills only but 
experience as 




you need to 
have experience 
as well as skills 
on how to 
operate. If I 
have to give an 
example, I need 






need to take 




market if you 
are someone 
who doesn’t 
know how to 
negotiate the 
discounts and 
“We do not have 
skilled 
managers. We 
do have people 
who manage a 
position. 
Managing with 
the position is 
not enough. A 
person must be 
skilled to be 
able to look at 
the environment, 
take decisions 
based on the 
environment, 
and see the end 
product. You 
must have the 
skill of being 
able to see and 
looking at the 
end. You must 
know where the 
planning 
processes start. 
But we do not 
have managers 
who plan 
properly. We do 
not have 
managers who 
“Like I told you, 
soft skills are 
important. For 
you to have a 
decision I have 
linked it to 
stakeholder 
management. 
So, if you want 
to manage your 
stakeholders, 




your approach is 
going to 
collapse. You 
need skills and 
understanding of 
people’s moods 
but not neglect 
people’s moods. 
It is more of an 
understanding in 
order to achieve 
the objective. 
So, you need to 
have 
management 


























what the options 





What I am 
saying is: it 
requires a level 
of skill to be 
able to break 
down all these 
and take 
decisions as we 
move. 
Unfortunately, I 
am not at the 
level of taking 
those decisions. 
I am at the 
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“Yes, these are 
very important; 
more especially 
if you look in 
terms of 
decisions. You 
need to have an 
understanding 
of the human 
factors that 





skills are very 
important, 
because if we 
are not trained, 
we sometimes 
tend to do as we 
wish. When we 
are trained, we 
tend to get 
exposure and 
understanding 
that in your 
working 
environment the 
decision is not 
always going to 




first. Some of 
the decisions 
impact me but if 
it is in favour of 
the institution, it 
is fine, that is 
the way to go.”  
“Yes, you do 
need certain 
skills and 
















skills on how to 
deal with 
subordinate will 
benefit me and 
others.” 
 






the priorities of 
company 
(conceptual 
skills) 
Recognition of 
priority 
learning 
(experience) 
Understanding 
the human 
factors 
 
 
